BHARAT SANCHAR NIGAM LIMITED
( A Govt  of India Enterprise )
OFFICE OF THE CHIEF GENERAL MANAGER
TAMIL NADU CIRCLE, CHENNAI-600 002
To 

Heads of all SSAs 

All Functional GMs of Tamilnadu Circle Office, Chennai

PGM(F), Circle Office, Chennai

Principal Chief Engineer (Civil/Electrical), Chennai
Chief Architect, Chennai

GM Nw Opns CM CBE /TR

Principal RGMTTC
HRD/148-202/2010 dated at Chennai-2          dated 03-01-2014 
Sub:  Individual Performance Management System for all Executives JTO /JAO & above -reg.

Ref: 1. BSNL HQrs Director HR letter no. 3-6/2010-Restg dated 29-11-10 
& Draft sorecard given by BSNL HQrs dated 04-02-2011
Ref: BSNL HQtrs GM (Corp. Restg) lr no:3-6/2013-Restg    dated 27.12.2013
-o-

The draft IPMS Scorecards for all the executives of the Circle for the year 2013-14 is finalized at BSNL HQrs and requested to prepare the IPMS Scorecard for the executives (JTO/SDE/DE/DGM or equivalent level).
It is reiterated that Performance Management System is an important HR tool to foster culture of high performance in any organization. With the approval of competent authority, it has been decided that IPMS scorecards of the executives will be linked with their APAR from the year 2014-15 onwards. For the current year 2013-14, the IPMS scorecards have to be prepared for all the executives for which a data bank of KPIs relevant to various roles in SSAs and circles are attached herewith.

The methodology of linkage of IPMS with APAR form to executives would be as follows:

i) IPMS Score card containing KPIs & targets would be prepared for each executive at the beginning of the year. This would be approved by the reporting officer in each case.

ii) In Part-II of APAR Form, executives would have to necessarily include IPMS score cards along-with targets assigned and achievements thereof.

iii) While evaluating performance, the reporting officer will keep in view IPMS score card achievement and then give numerical score against “Assessment of work output” column in Part-III of APAR form.

           DGM(HR& Admin) of all SSAs are nominated as a SSA Nodal Designate for the  preparation and issue of IPMS score cards for all the executives in their SSA upto the level of DGM/DE/CAO, SDE/AO, JTO/JAO. 
IPMS score card can be prepared with KPIs provided in the data bank and weightages and targets need to be filled up in the card. The preparation of IPMS score cards is to be completed on or before 18.01.2014 and softcopy of IPMS score cards of all the executives to be mailed to email id : sdehrdtn@gmail.com.

SSA Nodal Designate has to give status of the implementation of IPMS Scorecard in Status Tracker Format given in the Annexure – I.  It is impressed upon that IPMS is proposed to be an integral component of performance assessment including the APAR of all executives. Such performance assessment would be referenced at regular intervals-monthly/quarterly/annually and would necessarily form the base of decision making in respect of individual officers both for official as well as personal considerations.  The time for the preparation of IPMS score card is already over. Hence, matter may be treated as “Most Urgent”.

Hence, all the heads of SSAs are requested to arrange for the issue of IPMS Scorecard for each executive working in their control for the year 2013-14.  For any clarification,   Smt.S.Ramya, SDE(HRD), O/o The CGMT, Chennai -2 Mobile No:9486100360 may be contacted.
Wide awareness on IPMS Scorecard may be given to all the Executives.
Encl. a/a













-/Sd/-
 [V.Velappan]

Deputy General Manager (HR)

O/o. Chief General Manager Telecom,

BSNL, T.N.Circle, Chennai-600 002.
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						Status Tracker for IPMS implementation in ________________SSA  as on_____________________________

				S.No.		SSA Name		Whether IPMS Scorecards prepared for all the Executives in Circle Office/SSA		No. of Executives JTO/JAO/Equivalent for whom IPMS Scorecards are prepared		No of Executives SDE/AO/Sr.SDE/AAO or equivalent for whom IPMS Scorecards are prepared		No of Executives DE/CAO/Equivalent for whom IPMS Scorecards are prepared		No. of Executives DGM/Addl. DGM/Equivalent for whom IPMS Score cards are prepared		Remarks

				1
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Sales & Mkting (CFA)

		KPI Bank for the Executives in Sales & Marketing - CFA Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		CFA Revenue - Basic (LL, PCO, VAS, etc.)  (Rs. Cr.)		Total revenue from Basic CFA products (LL, PCO, VAS etc.)		Circle level financial statements		Circle CFA head in consultation with respective Sales & Marketing Head at Circle.		Circle CFA head in consultation with respective Sales & Marketing Head at Circle.

		Financial		CFA Revenue - Broadband (including VAS, IPTV)  (Rs. Cr.)		Total revenue from broadband (incl. VAS, IPTV)		Circle level financial statements

		Financial		ARPU - Basic (Rs.)		ARPU - Basic (Rs.). Monthly average over a year to be used		Circle level MIS reports, TRAI reports, Internal reports

		Financial		ARPU - Broadband (Rs.)		ARPU - Broadband (Rs.). Monthly average over a year to be used		Circle level MIS reports, TRAI reports, Internal reports

		Customer / Market		Net adds (by number of subscribers) - Basic (in 000's)		Number of net subscriber additions in basic services (LL DELs, R-DELs, VPT, PCOs)		Circle level MIS reports

		Customer / Market		Net adds (by number of subscribers) - Broadband (in 000's)		Number of net subscriber additions in broadband		Circle level MIS reports

		Customer / Market		Number of marketing initiatives taken (brand strength, customer awareness of BSNL offerings, brochures, pamphlets satisfaction levels etc.) for CFA (on scale of 1 to 5)		Number of marketing initiatives taken (brand strength, customer awareness of BSNL offerings, brochures, pamphlets satisfaction levels etc.) for CFA (on scale of 1 to 5)		Customer survey to be administered or Brand Equity ratings to be used

		Customer / Market		Timely resource allocation to SSAs.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal report

		Customer / Market		Implementation of company Public Relations strategy - brochures, pamphlets, magazines etc		Number of initiatives taken as per Public relation strategy- brochures, pamphlets, magazines etc vs. planned initiatives.		Internal report

		Customer / Market		Project Udaan Leads converted to connection (%)		Project Udaan Leads converted to connection as percentage of total lead generated through Project Udaan.		Internal report

		Customer / Market		Timely development and implementation of  marketing action agenda.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal report

		Customer / Market		Number of short term promotional plans developed.		Number of short term plan scheme designed vs targeted		Internal report

		Customer / Market		Customer satisfaction level (including QoS) (Scale of 1 to 5)		Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products and services (3) Knowledge-ability, responsiveness and customer-friendliness of frontline staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) including service availability / uptime, service activation / provisioning time, fault repair / restoration time, billing (5) Quality and responsiveness in after sales service (repairs, changes etc.)		Customer survey to be conducted on periodic (annual / bi-annual) basis across Circles by an independent agency

		Customer / Market		Number of DSAs, Franchise.		Number of DSAs, Franchise.		Circle level MIS reports

		Customer / Market		Number of High power committee meetings conducted  for various marketing activities.		Number of High Power committee meetings  for hiring private hoardings/ various  marketing activities		Internal report

		Operations		% of Leads provisioned within 30 days		Lead provisioned in 30 days/Total lead generated.		Internal report

		Operations		Average Time taken in design of short term promotional plans.		Average Time taken in design of short term promotional plans.		Internal report

		Operations		Average time taken in conceptualization and implementation of marketing action plan.		Average time taken in conceptualization and implementation of marketing action plan.		Internal report

		Operations		Submission of weekly statements to BSNL C.O on time		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one day will lead to reduction of marks by 20.		Internal report

		Operations		Circulated of updated tariff encyclopaedia and Endorsement to SSA with in stipulated time		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one day will lead to reduction of marks by 20.		Internal report

		Operations		Resource allocation to SSAs		Timely resource allocation to SSA (Rating on the bases of variation from pre defined time period)		Internal report

		Operations		Number of CFA franchisees appointed and net Increase in Sales Volumes.		Number of CFA franchisees appointed and net Increase in Sales Volumes.		Internal report





Pdt Mgmt & Mkting (CFA)

		KPI Bank for the Executives in Product Management and Marketing (CFA) Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		CFA Revenue - Basic (LL, PCO, VAS, etc.)  (Rs. Cr.)		Total revenue from Basic CFA products (LL, PCO, VAS etc.)		Circle level financial statements		Circle Sales and Marketing head in consultation with respective Product Management and Marketing Head at Circle.		Circle Sales and Marketing head in consultation with respective Product Management and Marketing Head at Circle.

		Financial		CFA Revenue - Broadband (including VAS, IPTV)  (Rs. Cr.)		Total revenue from broadband (incl. VAS, IPTV)		Circle level financial statements

		Financial		ARPU - Basic (Rs.)		ARPU - Basic (Rs.). Monthly average over a year to be used		Circle level MIS reports, TRAI reports, Internal reports

		Financial		ARPU - Broadband (Rs.)		ARPU - Broadband (Rs.). Monthly average over a year to be used		Circle level MIS reports, TRAI reports, Internal reports

		Financial		Budget adherence on marketing and research spend (% actual spend vs. budgeted)		Total spend on marketing and research activities / Amount allocated in budget for marketing and research activities		Circle level financial statements

		Customer / Market		Net adds (by number of subscribers) - Basic (in 000's)		Number of net subscriber additions in basic services (LL DELs, R-DELs, VPT, PCOs)		Circle level MIS reports

		Customer / Market		Net adds (by number of subscribers) - Broadband (in 000's)		Number of net subscriber additions in broadband		Circle level MIS reports

		Customer / Market		Quality of marketing initiatives (brand strength, customer awareness of BSNL offerings, satisfaction levels etc.) for CFA (on scale of 1 to 5)		Qualitative metric - based on customer survey conducted at year end for CFA		Customer survey to be administered or Brand Equity ratings to be used

		Operations		Timely creation of annual marketing and research budget for Circle Office (actual vs. planned)		Rating based on variation from target date		Internal reports

		Operations		Time to market of new products or plans, from date of finalization to date of launch (weeks)		Average time taken between conceptualization of a new product and introduction of the product in the market		Internal reports





Cust Service (CFA)

		KPI Bank for the Executives in Customer Service (CFA) Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		CFA Revenue - Basic (LL,  VAS, etc.)  (Rs. Cr.)		Total revenue from Basic CFA products (LL, PCO, VAS etc.)		Circle level financial statements		Circle Sales and Marketing head in consultation with respective Customer Service Head at Circle.		Circle Sales and Marketing head in consultation with respective Customer Service Head at Circle.

		Financial		CFA Revenue - PCO  (Rs. Cr.)		Total revenue from  PCO		Circle level financial statements

		Financial		CFA Revenue - Broadband (including VAS, IPTV)  (Rs. Cr.)		Total revenue from broadband (incl. VAS, IPTV)		Circle level financial statements

		Customer / Market		Net adds (by number of subscribers) - Basic (in 000's)		Number of net subscriber additions in basic services (LL DELs, R-DELs, VPT, PCOs)		Circle level MIS reports

		Customer / Market		Net adds (by number of subscribers) - Broadband (in 000's)		Number of net subscriber additions in broadband		Circle level MIS reports

		Customer / Market		Customer churn (%) for Basic		Customer churn (%) for Basic		Internal reports

		Customer / Market		Customer churn (%) for PCO		Customer churn (%) for PCO		Internal reports

		Customer / Market		Customer churn (%) for Broadband		Customer churn (%) for Broadband		Internal reports

		Customer / Market		Customer satisfaction level (including QoS) (Scale of 1 to 5)		Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products and services (3) Knowledge-ability, responsiveness and customer-friendliness of frontline staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) including service availability / uptime, service activation / provisioning time, fault repair / restoration time, billing (5) Quality and responsiveness in after sales service (repairs, changes etc.)		Customer survey to be conducted on periodic (annual / bi-annual) basis across Circles by an independent agency

		Operations		Average response time for call centers (in minutes)		Average response time in answering by call centers (in minutes)		Internal reports

		Operations		% of training of call centers staff		Number of staff trained / Number of staff supposed to be trained (in %)		Internal reports

		Operations		Quality of response at call center		Rating on the basis of feedback of customers		Internal reports

		Operations		Setting up and management of online customer service support and customer care module		Rating on the basis of variation from target date		Internal reports

		Operations		% of cases for opening of short digit codes (Level 1) completed (within stipulated time)		Cases for opening of short digit codes (Level 1) completed within stipulated time/Total cases for opening of short digit codes (Level 1)		Internal reports

		Operations		Proposal of New tariff Plan in LL / PCO / BB - Submission to C.O.		Total Number of Proposal of New tariff Plan in LL / PCO / BB - Submitted to C.O.		Internal reports

		Operations		Timely forwarding of Tariff circulars to SSAs and updating in Circle intranet / Circle website / CSC portal..		Rating on the bases of variation from target date		Internal reports





NW Plng (CFA)

		KPI Bank for the Executives in Network Planning- CFA Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		CFA Revenue - Basic (LL, PCO, VAS, etc.)  (Rs. Cr.)		Total revenue from Basic CFA products (LL, PCO, VAS etc.)		Circle level financial statements

		Financial		CFA Revenue - Broadband (including VAS, IPTV)  (Rs. Cr.)		Total revenue from broadband (incl. VAS, IPTV)		Circle level financial statements

		Financial		CFA Revenue - FTTH (Rs. Cr.)		Total revenue from FTTH Services		Circle level financial statements

		Financial		Budget adherence on capex (actual vis-à-vis planned) (%)		Weighted average (by planned budgeted value) across projects of actual expenditure as a % of planned budget (%)		Internal reports		Circle NW Planning head in consultation with respective DGM or below at Circle.		Circle NW Planning head in consultation with respective DGM or below at Circle.

		Financial		Timely creation of long-term & short-term plan and budget for expansion and upgradation of CFA assets (date of completion)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Customer / Market3		Number of tenders finalized vis-à-vis total number of tenders planned + requisitioned (%)		Total number of tenders finalized (PO issued) / Total number of tenders planned + requisitioned		Internal reports

		Customer / Market3		% of cases in which equipment and materials was distriuted to other business units in time		Number of cases where procured equipment and material was delivered to other business units in time / Total number of cases where equipment was supposed to be delivered		Internal reports

		Customer / Market		Net adds - (by number of subscribers) Basic (in 000's)		Number of net subscriber additions in basic services (LL DELs, R-DELs, VPT, PCOs)		Internal reports

		Customer / Market		Net adds - (by number of subscribers) Broadband		Number of net subscriber additions in broadband		Internal reports

		Customer / Market		Capacity addition of IP TAX		Addition of IP tax capacity		Internal reports

		Customer / Market		OFC and OAN commissioned in Route Km		Total length of OFC+OAN commissioned in Route KM		Internal reports

		Customer / Market		OFC systems commissioned in System KM		Total OFC systems commissioned in System KM		Internal reports

		Customer / Market		No. of GPON Port addition		Total number of GPON port added		Internal reports

		Customer / Market		No of GEPON customers added		Total number of GEPON customer added		Internal reports

		Operations		Timely integration of network with NGN switches (date of completion)		Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely roll-out, upgradation and back-end integration of CFA network assets across
SSAs		Appropriate weightage to be given to major roll-out and upgradation projects. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		% of cases in which equipment and materials was distriuted to SSAs in time		Number of cases where procured equipment and material was delivered to SSAs in time / Total number of cases where equipment was supposed to be delivered		Internal reports

		Operations		Timely assessment of material/store requirement and quantity approval through HPC.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Operations		Monitoring utilization of CFA NW assets and timely redeployment		% utilisation of CFA NW assets and timley redeployment		Internal reports

		Operations		Timely projection of telecom factory items and supply to field units		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely completion of physical verification of inventory and CWIP.		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely allotment of  the stores items to SSAs and diversion of stores to other Circles		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely preparation of NIT as soon as the receipt of approval for floating tenders for de-centralized items or any item		Within the time limit as per the procurement manual. Delay in days will lead to reduction of marks.		Internal reports





NW Ops (CFA)

		KPI Bank for the Executives in Network Planning- Operation Role in Circle

						Scorecard - backup

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From Circle annual financial reports

		Financial		Revenue from Basic Services (LL, PCO, VPT etc.)( Rs Cr)		Total revenue from Basic Services (LL, PCO, VPT etc.)( Rs Cr)		From Circle annual financial reports

		Financial		Revenue from Broadband (Including VAS) ( Rs Cr)		Total revenue from Broadband  ( Rs Cr)		From Circle annual financial reports

		Financial		Revenue from wire line IN VAS   ( Rs Cr)		Total Revenue from wire line IN VAS   ( Rs Cr)

		Operations		CCR rate for Landline local		CCR (Call completion rate) for Landline – Local		TRAI / internal MIS report

		Operations		CCR rate for Landline  STD		CCR (Call completion rate) for Landline – STD		TRAI / internal MIS report

		Operations		Fault rate LL		Number of faults per 100 customers/month. For landline		Circle level MIS reports

		Operations		Fault rate BB		Number of faults per 100 customers/month. For Broadband		Circle level MIS reports

		Operations		% of faults cleared by next working day LL		Faults completed by next working day / Total faults. For landline		Circle level MIS reports

		Operations		% of faults cleared by next working day BB		Faults completed by next working day / Total faults. For Broadband		Circle level MIS reports

		Operations		% of new services (LL, BB) provisioned within the norm (7 days for LL, 15 days for BB)		New services provisioned within the norm (7 days for LL, 15 days for BB) / Total number of services provisioned (in %)		Circle level MIS reports

		Operations		Number of instances of SLA non-adherence for Enterprise customers		Number of cases of violations of SLA for enterprise customers		Internal reports

		Operations		Timely submission of USO claims		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Number of PG,CPGRAMS& PGRAMS cases  disposed within stipulated time as a %age  of total such cases reported		Number of PG,CPGRAMS& PGRAMS cases  disposed within stipulated time/ total such cases reported.		Internal reports

		Operations		%age of ATs of Network elements		Total number of Network element for which AT completed in time/Total number of Network Element for which AT is to be completed.		Internal reports

		Operations		% of Number of Installations inspected (as a % of Total number of installations Assigned)		Number of installations inspected/total number of installations.		Internal reports

		Operations		Timely opening of MSC/SP/Short Code		Opening of MSC/SP/Short Code within three days, Delay by two day will lead to reduction of marks by 20.		Internal reports

		Operations		%age of IUC disputes settled		Total IUC dispute settled/Total number of disputes		Internal reports

		Operations		Number of meeting with EB customers		Number of meeting with EB customers		Internal reports

		Operations		Timely submission of compliances report as percentage of total number of compliances reports  to be submitted.		Total number compliance report submitted timely/ Total number of compliance reports are to be submitted.		Internal reports

		Operations		MPLS and Broadband Network uptime		MPLS and Broadband Network uptime		Internal reports

		Operations		Timely Billing of POIs		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Misc		Cases of designated security agencies disposed		Total number of Cases of designated security agencies disposed/Total number of Cases of designated security agencies to be disposed		Internal reports





Trans. (CFA)

		KPI Bank for the Executives in Transmission(CFA) Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From Circle annual financial reports		Circle CFA head in consultation with respective Transmission Head at Circle		Circle CFA head in consultation with respective Transmission Head at Circle

		Financial		CFA Revenue - FTTH (Rs. Cr.)		Total revenue from FTTH Services		From Circle annual financial reports

		Financial		Timely creation of long-term & short-term plan and budget for expansion and upgradation of access media (date of completion)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		From Circle annual financial reports

		Customer / Market		No. of GPON Port addition		Total number of GPON port added

		Customer / Market		No of GEPON customers added		Total number of GEPON customer added		Internal reports

		Customer / Market		%age availability of NTU/ports for provisioning of leased circuits		%age availability of NTU/ports for provisioning of leased circuits		Internal reports

		Customer / Market		No of GPON customers added		Total addition of GPON customers		Internal reports

		Customer / Market		OFC and OAN commissioned in Route Km		Total length of OFC+OAN commissioned in Route KM		Internal reports

				OFC systems commissioned in System KM		Total OFC systems commissioned in System KM		Internal reports

		Operations		Number of faults or failures in access media		Total number of faults or failures in access media in a year		Internal reports

		Operations		Timely commissioning of MLLN equipment		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		% of cases in which fault in media was rectified within 8 hours		Number of cases in which media fault was resolved within 8 hrs / Total number of media faults (to be taken on a monthly basis and average over year to be taken)		Internal reports

		Operations		Timely roll-out and upgradation of access media		Appropriate weightage to be given to major roll-out and upgradation projects. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Rating on the basis of level of Synchronization of Telecom Network		Rating on the basis of level of Synchronization of Telecom Network		Internal reports

		Operations		MPLS Network uptime (%)(PE Routers)		MPLS Network uptime (%)(PE Routers)		Internal reports

		Operations		OFC Network Reliabilty per 100 Km		OFC Network Reliabilty per 100 Km		Internal reports

		Operations		OFC Network Reliabilty per 1000 Km		OFC Network Reliabilty per 1000 Km		Internal reports

		Operations		Number of  Project Estimates(PE), RE /BE prepared( in %)		Project Estimate, RE/BE etc. prepared/ Project Estimate, RE/BE etc. to be prepared		Internal reports

		Operations		Timely roll-out of FTTH services.		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely Commissioning of MLLN equipments and ensuring the sufficiency of  NTUs/ports  for the provision of leased circuits.		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely Projection of Requirement of Transmission Equipments to Corporate office BSNL ND		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely submission of Reply of PG/CMD/VIP cases  and Reply to Audit Paras for OF Equipments & OF cables		Number of PG/CMD/VIP cases  disposed within stipulated time as a %age  of total such cases reported		Internal reports

		Operations		RF Planning including line of sites of radios link for different projects





Consumer Mobility

		KPI Bank for the Executives in Consumer Mobility (CM) Role in Circle

																						Scorecard - backup

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		CM Revenue GSM (Rs Cr)		20%																Total revenue from GSM (Voice)		Circle level financial statements		Circle head in consultation with respective CM Head at Circle.		Circle head in consultation with respective CM Head at Circle.

		Financial		CM Revenue - CDMA (Rs Cr)		10%																Total revenue from CDMA		Circle level financial statements

		Financial		ARPU-2G																		ARPU - 2G (Rs.). Monthly average over a year to be used		Circle level MIS reports, TRAI reports, Internal reports

		Financial		ARPU-3G																		ARPU - 3G (Rs.). Monthly average over a year to be used		Circle level MIS reports, TRAI reports, Internal reports

		Customer / Market		Net adds of DATA cards		10%																Number of net DATA cards sold		Circle level MIS reports

		Operations		Call drop rate (%)		15%																Call drop rate (%)		TRAI / internal report

		Operations		BTS availability (%)		15%																BTS availability (%)		TRAI / internal report





Sales & Mkting (CM)

		KPI Bank for the Executives in Sales and Marketing(CM) Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Budget adherence on OPEX		5%

		Financial		CM Revenue GSM (Rs Cr)		15%																Total revenue from GSM		Circle level financial statements		Circle CM head in consultation with respective Sales & Marketing Head at Circle.		Circle CM head in consultation with respective Sales & Marketing Head at Circle.

		Financial		ARPU - 2G (Rs.)		5%																ARPU - 2G (Rs.). Monthly average over a year to be used		Circle level MIS reports

		Financial		ARPU - 3G (Rs.)		5%																ARPU - 3G (Rs.). Monthly average over a year to be used		Circle level MIS reports

		Financial		ARPU - CDMA (Rs.)		5%																ARPU - CDMA (Rs.). Monthly average over a year to be used		Circle level MIS reports

		Customer / Market		Net adds (by number of subscribers) (GSM) (in 000's)		10%																Number of net subscriber additions in GSM		Circle level MIS reports

		Customer / Market		Net adds of DATA cards		5%																Number of net DATA cards sold		Circle level MIS reports

		Customer / Market		Timely formulation of annual marketing budget for CM business unit		5%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Customer / Market		Number of promotional schemes launched vs targetted wrt GSM products		5%																Number of promotional schemes launched/ targetted.		Internal reports

		Customer / Market		Timely implementation of New Sales Process, Franchisee Policy																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Customer / Market		Quality of marketing initiatives (brand strength, customer awareness of BSNL offerings, brochures, pamphlets, magazine, satisfaction levels etc.) for CM (on scale of 1 to 5)		10%																Qualitative metric - based on customer survey conducted at year end for CM		Customer survey to be administered or Brand Equity ratings to be used

		Customer / Market		Customer satisfaction level (including QoS) (Scale of 1 to 5)		15%																Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products and services (3) Knowledgeability, responsiveness and customer-friendliness of frontline staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, changes etc.)		Customer survey to be conducted on periodic (annual / bi-annual) basis across Circles by an independent agency

		Customer / Market		Total number of retailers covered (#)		5%																Total number of retailers covered for selling CM products		Internal reports

		Overall performance		Overall performance (on scale of 1 to 5 - to be assessed by Head - CM at circle)		10%																Subjective assessment given by Head - CM at Circle based on (but not limited to): (1) Adherence to budget, (2) Innovations in use of sales channels (3) Implementation status of key business projects in sales development (4) Brand loyalty, awareness created (5) Employee growth and development initiatives		Rating on a scale of 1 to 5 by Head (CM) at circle

				Total		100%

		1. Marks for Fair rating = 60, Good = 80, Excellent = 100. Marks achieved for rating below Fair = 0. Achievement between Fair and Good and between Good and Excellent would be linearly scaled





Pdt Mgmt & Mkting (CM)

		KPI Bank for the Executives in Product and Marketing (CM) Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		CM Revenue GSM (Rs Cr)		5%																Total revenue from GSM		Circle level financial statements		Circle Sales and Marketing (CM) head in consultation with respective Product Management Head at Circle.		Circle Sales and Marketing (CM) head in consultation with respective Product Management Head at Circle

		Financial		ARPU - 2G (Rs.)		5%																ARPU - 2G (Rs.). Monthly average over a year to be used		Circle level MIS reports

		Financial		ARPU - 3G (Rs.)		5%																ARPU - 3G (Rs.). Monthly average over a year to be used		Circle level MIS reports

		Financial		ARPU - CDMA (Rs.)		5%																ARPU - CDMA (Rs.). Monthly average over a year to be used		Circle level MIS reports

		Financial		Budget adherence on marketing and research spend (% actual spend vs. budgeted)		10%																Total spend on marketing and research activities / Amount allocated in budget for marketing and research activities		Circle level financial statements

		Customer / Market		Net adds (by number of subscribers) (GSM) (in 000's)		5%																Number of net subscriber additions in GSM		Circle level MIS reports

		Customer / Market		Quality of marketing initiatives (brand strength, customer awareness of BSNL offerings, pamphlets, brochures etc, satisfaction levels etc.) for CM (on scale of 1 to 5)		15%																Qualitative metric - based on customer survey conducted at year end for CM		Customer survey to be administered or Brand Equity ratings to be used

		Operations		No. of promotional schemes launched vs targetted wrt GSM products		10%																No. of promotional schemes launched/ No. of promotional schemes to be launched		Internal reports

		Operations		Timely creation of annual marketing and research budget for Circle Office (actual vs. planned)		10%																Rating based on variation from target date		Internal reports

		Operations		Time to market of new products or plans, from date of finalization to date of launch (weeks)		20%																Average time taken between conceptualization of a new product and introduction of the product in the market		Internal reports





Cust Svc (CM)

		KPI Bank for the Executives in Customer Service (CM) Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		CM Revenue GSM (Rs Cr)																		Total revenue from GSM		Circle level financial statements		Circle Sales and Marketing (CM) head in consultation with respective Product Management Head at Circle.		Circle Sales and Marketing (CM) head in consultation with respective Product Management Head at Circle

		Financial		Budget adherence on CAPEX/OPEX

		Customer / Market		Net adds (by number of subscribers) (GSM) (in 000's)																		Number of net subscriber additions in GSM		Circle level MIS reports

		Customer / Market		Net adds (by number of subscribers) (CDMA)  (in 000's)																		Number of net subscriber additions in CDMA		Circle level MIS reports

		Customer / Market		Customer churn (%) for GSM -2G																		Customer churn (%) for GSM		Internal reports

		Customer / Market		Customer churn (%) for GSM -3G																		Customer churn (%) for CDMA		Internal reports

		Customer / Market		Customer satisfaction level (including QoS) (Scale of 1 to 5)																		Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products and services (3) Knowledgeability, responsiveness and customer-friendliness of frontline staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, changes etc.)		Customer survey to be conducted on periodic (annual / bi-annual) basis across Circles by an independent agency

		Operations		% of training of call centers staff																		Number of staff trained / Number of staff supposed to be trained (in %)		Internal reports

		Operations		Average response time for call centers (in minutes)																		Average response time in answering by call centers (in minutes)		Internal reports

		Operations		Quality of response at call center																		Rating on the basis of feedback of customers		Internal reports

		Operations		Setting up and management of online customer service support and customer care module																		Rating on the bases of variation from target date		Internal reports

		Overall performance		Overall performance (on scale of 1 to 5 - to be assessed by Head - Sales and Marketing - CM at circle)																		Subjective assessment given by Head - Sales and Marketing - CM at Circle based on (but not limited to): (1) Adherence to budget, (2) Brand loyalty, awareness created (3) Timely launch of new products		Rating on a scale of 1 to 5 by Head - Sales and Marketing (CM) at circle

				Total

		1. Marks for Fair rating = 60, Good = 80, Excellent = 100. Marks achieved for rating below Fair = 0. Achievement between Fair and Good and between Good and Excellent would be linearly scaled





NW Planning (CM)

		KPI Bank for the Executives in Network Planning (CM) Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Budget adherence on capex (actual vis-à-vis planned) (%)		10%																Weighted average (by planned budgeted value) across projects of actual expenditure as a % of planned budget (%)		Internal reports		Circle CM head in consultation with respective Network Planning Head at Circle.		Circle CM head in consultation with respective Network Planning Head at Circle.

		Financial		Timely creation of long-term & short-term plan and budget for expansion and upgradation of CM assets (date of completion)		10%																Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		No. of Pos issued vs targetted for GSM projects (%)																		Number of Pos issued/Number of Pos  to be issued.		Internal reports

		Operations		No. of BTS sites for which RF planning were completed vs targetted BTS sites (%)																		No. of BTS sites for which RF planning were completed/ No. of BTS sites for which RF planning to be completed		Internal reports

		Operations		No. of BTS/BSCs redeployed as % of planned redeployment of BTS/BSC																		No. of BTS/BSCs redeployed/ Total No. of BTS/BSCs to be redeployed		Internal reports

		Operations		No. of IP/BTS sites hired as a % of planned IP sites																		No. of IP/BTS sites hired /Total No. of IP/BTS sites to be hired		Internal reports

		Operations		No. of SACFA clearance obtained as % of SACFA to be taken																		Total No. of SACFA clearance obtained/ No. of SACFA clearance to be obtained.		Internal reports

		Operations		Timely compilation of expansion plans submitted by each circle (date of completion)		10%																Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely roll-out, upgradation and back-end integration of CM network assets across
Circles		40%																Appropriate weightage to be given to major roll-out and upgradation projects. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		% of cases in which equipment and materials was distriuted to SSAs in time		20%																Number of cases where procured equipment and material was delivered to circles in time / Total number of cases where equipment was supposed to be delivered		Internal reports





NW Operations (CM)

		KPI Bank for the Executives in Network Operations (CM) Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		20%																Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		Circle level financial statements		Circle CM head in consultation with respective Network Planning Head at Circle.		Circle CM head in consultation with respective Network Planning Head at Circle.

		Operations		Call drop rate (%)		15%																Call drop rate (%)		TRAI / internal report

		Operations		BTS availability (%)		15%																BTS availability (%)		TRAI / internal report

		Operations		Blocked call rate - TCH congestion (%)		10%																TCH congestion rate (%)		TRAI / internal report

		Operations		Call handover success rate (%)		10%																Call handover success rate (%)		TRAI / internal report

		Operations		Call set-up success rate (%)		10%																Call set-up success rate (%) (within licensee's own network)		TRAI / internal report

		Operations		No. of customer complaints disposed off / Total complaints raised at (CCN)																		Total no. of customer complaints disposed off / Total complaints raised at (CCN)		Internal reports

		Operations		Optimisation of BTS as a % of total clusters																		Optimisation of BTS as a % of total clusters		Internal reports

		Operations		ARPU-2G																		ARPU - 2G (Rs.). Monthly average over a year to be used		Internal reports

		Operations		ARPU-3G																		ARPU - 3G (Rs.). Monthly average over a year to be used		Internal reports

		Operations		Net adds (GSM-2G)																		Number of net subscriber additions in GSM-2G		Internal reports

		Operations		Net adds (GSM-3G)																		Number of net subscriber additions in GSM-3G		Internal reports

		Operations		Timely generation of IUC bills																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Operations		Number of instances of SLA non-adherence for Enterprise customers		3%																Number of cases of violations of SLA for enterprise customers		Internal reports

		Operations		% of Number of CM Installations inspected (as a % of Total number of installations Assigned)		5%																Number of installations inspected/total number of installations. GSM - WLL BTS		Internal reports

		Operations		% Number of core elements, nodes for which Acceptance Testing (AT) was conducted (as % of those which were offered)		2%																Number of units for which AT was conducted/number of units for which AT was conducted. GSM Core elements: 30%, VAS Nodes: 20%, CDMA core elements: 30%, CDMA VAS nodes: 20%		Internal reports

		Operations		Tenant BTS availability (%)		30%																Tenant BTS availability (%)		Internal reports

		Operations		Fault resolution TAT (hrs)		25%																Average time taken to resolve fault with passive infrastructure at site		Internal reports

		Operations		DC power availability (%)		10%																% availability of DC power at BTS site		Internal reports

		Operations		%age of sites ready for sharing (actual vs target.)		10%																Total number of tower ready for sharing/ total mo		Internal reports

		Operations		Net BTS Towers shared with other Telecom Service Providers for getting more business,. Timely commissioning of USO Towers		15%																Number of towers ready for sharing		Internal reports





Passive Infrastructure

		KPI Bank for the Executives in Passive Infrastructure  Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Operations		Tenant BTS availability (%)		Tenant BTS availability (%)		Internal reports		Circle head in consultation with respective Passive Infrastructure Head at Circle.		Circle head in consultation with respective Passive Infrastructure Head at Circle.

		Operations		Fault resolution TAT (hrs)		Average time taken to resolve fault with passive infrastructure at site		Internal reports

		Operations		DC power availability (%)		% availability of DC power at site		Internal reports

		Operations		Co-ordination readying sites for Passive Infra sharing (% actual vs targets)		Actual Passive infra sharing/ target		Internal reports

		Financial		Infrastructure business revenue and savings (Rs. Cr.)		Annual revenue earned through sharing of towers and cost savings due to infrastructure sharing (such as shared DG sets, battery, etc.) (Rs. Cr.)		Financial statements

		Operational		Number of BTS towers shared with Telecom Service Providers		Number of towers shared with other operators		Internal reports

		Operational		Timely commissioning of  USO towers		Number of BTS on USO towers commissioned		Internal reports





 Enterprise Business

		KPI Bank for the Executives in Enterprise Business  Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Enterprise BU revenue (Rs. Cr.)		10%																Revenue from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		Circle level financial statements		Circle head in consultation with respective Enterprise Business Head at Circle.		Circle head in consultation with respective Enterprise Business Head at Circle.

		Financial		Project value of new business captured (Rs. Cr)		5%																New value captured from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		Circle level financial statements

		Financial		Addition in annual revenue from accounts handled		5%																Addition in annual revenue from customers being handled		Circle level financial statements

		Customer / Market		Number of new Enterprise Platinum accounts penetrated*		15%																Number of new Platinum accounts penetrated (minimum business of Rs 40 lakhs, i.e. 5% of annual average business potential).		Circle level MIS reports

		Customer / Market		Number of new Enterprise Gold accounts penetrated		10%																Number of new Gold accounts penetrated (minimum business of Rs 10 lakhs, i.e. 5% of annual average business potential).		Circle level MIS reports

		Customer / Market		Number of new Enterprise Silver accounts penetrated		5%																Number of new Silver accounts penetrated		Circle level MIS reports

		Customer / Market		Customer satisfaction level for Platinum*, Gold and Silver customers (Scale of 1 to 5)		10%																Average of rating given on a scale of 1 to 5 by Platinum, Gold and Silver customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products, services and solutions (3) Knowledgeability, responsiveness and customer-friendliness of Key Account Managers and other front-line staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, change of service etc.) (6) Adherence to SLA parameters		Customer survey to be conducted on periodic (annual / bi-annual) basis across sample of enterprise customers across Circles by an independent agency

		Operations		Number of channel partners (#)		10%																Number of channel partners		Internal reports

		Operations		MLLN / MPLS network uptime (%)		5%																MLLN / MPLS network uptime in percentage (as measured from NOC)		From NOC reports

		Operations		% of MPLS projects commissioned in the scheduled time		5%																Number of MPLS projects commissioned in the scheduled time / Total number of MPLS projects to be commissioned		Internal reports

		Operations		Average time taken for provision of new service to Platinum customers (days)*		3%																Average time taken to provide new service to Platinum customers		Internal reports

		Operations		Average time taken for fault resolution for Platinum customers (hours)*		3%																Average time taken for fault resolution for Platinum customers		Internal reports

		Operations		Average time taken for provision of new service to Gold and Silver customers (days)		2%																Average time taken to provide new service to Gold and Silver customers		Internal reports

		Operations		Average time taken for fault resolution for Gold and Silver customers (hours)		2%																Average time taken for fault resolution for Gold and Silver customers		Internal reports





 Ent. Bus.

		KPI Bank for the Executives in Enterprise  Role (witnin Enterprise BU) in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Enterprise BU revenue from Platinum and Gold custumers (Rs. Cr.)		5%																Revenue from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		Circle level financial statements		Head - Enterprise Business in consultation with respective DGM at Circle.		Head - Enterprise Business in consultation with respective DGM at Circle.

		Financial		Project value of new business captured (Rs. Cr)		5%																New value captured from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		Circle level financial statements

		Financial		Addition in annual revenue from accounts handled		5%																Addition in annual revenue from customers being handled		Circle level financial statements

		Customer / Market		Number of new Enterprise Platinum accounts penetrated*		7%																Number of new Platinum accounts penetrated (minimum business of Rs 40 lakhs, i.e. 5% of annual average business potential).		Circle level MIS reports

		Customer / Market		Number of new Enterprise Gold accounts penetrated		7%																Number of new Gold accounts penetrated (minimum business of Rs 10 lakhs, i.e. 5% of annual average business potential).		Circle level MIS reports

		Customer / Market		Number of new Enterprise Silver accounts penetrated		6%																Total Number of new Enterprise Silver accounts penetrated		Internal reports

		Customer / Market		Customer satisfaction level for Platinum* , Gold & Silver customers (Scale of 1 to 5)		15%																Average of rating given on a scale of 1 to 5 by Platinum and Gold customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products, services and solutions (3) Knowledgeability, responsiveness and customer-friendliness of Key Account Managers and other front-line staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, change of service etc.) (6) Adherence to SLA parameters		Customer survey to be conducted on periodic (annual / bi-annual) basis across sample of enterprise customers across Circles by an independent agency

		Operations		MLLN / MPLS network uptime (%)		5%																MLLN / MPLS network uptime in percentage (as measured from NOC)		From NOC reports

		Operations		% of MPLS projects commissioned in the scheduled time		8%																Number of MPLS projects commissioned in the scheduled time / Total number of MPLS projects to be commissioned		Internal reports

		Operations		Average time taken for provision of new service to Platinum customers (days)*		8%																Average time taken to provide new service to Platinum customers		Internal reports

		Operations		Average time taken for fault resolution for Platinum customers (hours)*		8%																Average time taken for fault resolution for Platinum customers		Internal reports

		Operations		Average time taken for provision of new service to Gold customers (days)		6%																Average time taken to provide new service to Gold customers		Internal reports

		Operations		Average time taken for fault resolution for Gold & Silver customers (hours)		5%																Average time taken for fault resolution for Gold customers		Internal reports

		* Applicable only for large metros where Head - EB is responsible for Platinum customers. The weightage may be re-distributed to Gold and Silver accounts if this is not applicable





Channel Partners

		KPI Bank for the Executives in Channel Partners -Enterprise Business Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Enterprise BU revenue from Silver customers (Rs. Cr.)		10%																Revenue from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		Circle level financial statements		Head - Enterprise Business in consultation with respective DGM at Circle.		Head - Enterprise Business in consultation with respective DGM at Circle.

		Financial		Project value of new business captured (Rs. Cr)		10%																New value captured from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		Circle level financial statements

		Financial		Addition in annual revenue from accounts handled		5%																Addition in annual revenue from customers being handled		Circle level financial statements

		Customer / Market		Number of new Enterprise Silver accounts penetrated		10%																Number of new Silver accounts penetrated		Circle level MIS reports

		Customer / Market		Customer satisfaction level for Silver customers (Scale of 1 to 5)		15%																Average of rating given on a scale of 1 to 5 by Silver customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products, services and solutions (3) Knowledgeability, responsiveness and customer-friendliness of Key Account Managers and other front-line staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, change of service etc.) (6) Adherence to SLA parameters		Customer survey to be conducted on periodic (annual / bi-annual) basis across sample of enterprise customers across Circles by an independent agency

		Operations		Number of channel partners (#)		20%																Number of channel partners		Internal reports

		Operations		Average time taken for porvision of new service to Platinum customer (days)																		Average time taken for porvision of new service to Platinum customer (days)		Internal reports

		Operations		Average time taken for pfault resolution for  Platinum customer (hours)																		Average time taken for pfault resolution for  Platinum customer (hours)		Internal reports

		Operations		Average time taken for porvision of new service to Gold customer (days)																		Average time taken for porvision of new service to Gold customer (days)		Internal reports

		Operations		Average time taken for pfault resolution for  Gold customer (hours)																		Average time taken for pfault resolution for  Gold customer (hours)		Internal reports

		Operations		% of MPLS projects commissioned in the scheduled time		0.05																Total MPLS projects commissioned in the scheduled time/MPLS projects to be commissioned.		Internal reports

		Operations		MLLN/MPLS network uptime %)		0.05																MLLN/MPLS network uptime %)		Internal reports

		Operations		Average time taken for provision of new service to Silver customers (days)		5%																Average time taken to provide new service to Silver customers		Internal reports

		Operations		Average time taken for fault resolution for Silver customers (hours)		5%																Average time taken for fault resolution for Silver customers		Internal reports





 SDSA - Ent

		KPI Bank for the Executives in SDSA ( Enterprise) Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Operations		Average time taken for provision of new service to Platinum customers (days)*		10%																Average time taken to provide new service to Platinum customers		Internal reports		Head - Enterprise Business in consultation with respective DGM at Circle.		Head - Enterprise Business in consultation with respective DGM at Circle.

		Operations		Average time taken for fault resolution for Platinum customers (hours)*		10%																Average time taken for fault resolution for Platinum customers		Internal reports

		Operations		Average time taken for provision of new service to Gold customers (days)		10%																Average time taken to provide new service to Gold customers		Internal reports

		Operations		Average time taken for fault resolution for Gold customers (hours)		10%																Average time taken for fault resolution for Gold customers		Internal reports

		Operations		Average time taken for provision of new service to Silver customers (days)		10%																Average time taken to provide new service to Silver customers		Internal reports

		Operations		Average time taken for fault resolution for Silver customers (hours)		10%																Average time taken for fault resolution for Silver customers		Internal reports

		Operations		MLLN / MPLS network uptime (%)		10%																MLLN / MPLS network uptime in percentage (as measured from NOC)		From NOC reports

		Operations		% of MPLS/MLLN projects commissioned in the scheduled time		10%																Number of MPLS projects commissioned in the scheduled time / Total number of MPLS projects to be commissioned		Internal reports

		Operations		Implementation of various projects involving BB,VPNoBB, VPN,LL,ILL, including first time billing																		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Customer / Market		Customer satisfaction level for Platinum*, Gold and Silver customers (Scale of 1 to 5)		10%																Average of rating given on a scale of 1 to 5 by Platinum, Gold and Silver customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products, services and solutions (3) Knowledgeability, responsiveness and customer-friendliness of Key Account Managers and other front-line staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, change of service etc.) (6) Adherence to SLA parameters		Customer survey to be conducted on periodic (annual / bi-annual) basis across sample of enterprise customers across Circles by an independent agency





Civil Wing

		KPI Bank for the Executives in Civil Role in Circle

		Scorecard																				Scorecard - backup

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Budget adherence on opex (% actual spend vs. AA & ES) (on items excluding those in schedule P)		15%																Total opex spend / Opex allocated as per AA & ES (on items excluding those in schedule P)		Internal reports		Circle head in consultation with respective Civil Head at Circle.		Circle head in consultation with respective Civil Head at Circle.

		Financial		Timely submission of budget demands to budget section		5%																If submitted on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Financial		Revenue earned from external works during the course of the Year(in Rs. Crore)																		Total revenue generated from Electrical Projects		Internal reports

		Customer / Market		% of times when civil assets in circle were inspected in time		20%																Number of times when civil assets in circle were inspected in time / Number of times when civil assets in circle were to be inspected		Internal reports, inputs from circle head

		Operations		Timely implementation of guidelines issued at Head Office for land, buildings, civil structures
and real estate management were implemented in a timely manner		7%																Number of times when policy and guidelines issued at Head office were implemented in a timely manner / Number of times policy and guidelines where to be implemented		Internal HR reports

		Operations		Timely commissioning of USO towers (%actual vs. planned)		20%																Number of USO towers commissioned (with BTS) / planned		Internal reports

		Operations		Timely roll-out of USO towers and related passive infrastructure (%actual vs. planned)		20%																% of USO towers and related passive infrastructure rolled out vis-à-vis planned (%)		Internal reports





Electrical Wing

																						KPI Bank for the Executives in Electrical Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		15%																Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From BU annual financial reports		Circle head in consultation with respective Electrical Head at Circle.		Circle head in consultation with respective Electrical Head at Circle.

		Financial		Timely submission of budget demands to budget section		5%																If submitted on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Financial		% saving in electricity bill during the course of year		0.03																% saving in electricity bill during the course of year		Internal reports

		Financial		Revenue earned from external works during the course of the Year(in Rs. Crore)																		Total Revenue generated from Electrical Projects		Internal

		Customer / Market		% of towers in which provision of electromechanical services for GSM equipment is completed in a timely manner		30%																Number of towers in which provision of electromechanical services was completed as per the agreed schedule / Number of towers for which Electrical wing was responsible for provision of electromechanical services		Internal reports, inputs from circle head

		Operations		% power availability for towers under the responsiblity of Electrical wing at circle		20%																% power availability for towers under the responsiblity of Electrical wing at circle		Internal reports

		Operations		No. of tenders completed/executed as a % out of total tenders to be completed		2%																No. of tenders completed, executed/Total tender to be executed, completed.		Internal reports

		Operations		Timely implementation guidelines issued at Head Office for all electrical installations, air
conditioning, fire fighting equipment, passive infrastructure, etc.		7%																Number of times when policy and guidelines issued at Head office were implemented in a timely manner / Number of times policy and guidelines where to be implemented		Internal HR reports

		Operations		Timely roll-out of USO towers and related passive infrastructure (%actual vs. planned)		5%																% of USO towers and related passive infrastructure rolled out vis-à-vis planned (%)		Internal reports

		Overall performance		Overall performance (on scale of 1 to 5 - to be assessed by Circle head)		10%																Subjective assessment given by Circle head based on (but not limited to): (1) Adherence to budget, (2) Timely issuance of policies and guidelines for Electrical equipment (3) Employee growth and development initiatives		Rating on a scale of 1 to 5 by Circle head

				Total		97%

		1. Marks for Fair rating = 60, Good = 80, Excellent = 100. Marks achieved for rating below Fair = 0. Achievement between Fair and Good and between Good and Excellent would be linearly scaled





Architecture Wing

		KPI Bank for the Executives in Architecture Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		5%																Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From circle financial reports		Circle head in consultation with respective Architecture Head at Circle.		Circle head in consultation with respective Architecture Head at Circle.

		Financial		% of allocated funds utilized		5%																Total funds utilized / Total funds allocated		From circle financial reports

		Financial		Revenue generated from Architectural Consultancy(in Rs. Cr.)		3%																Total revenue generated from Architectural Consultancy

		Customer / Market		Number of Preliminary drawings released (#)		17%																Architectural wing releases preliminary drawings for T.E. Buildings, Towers, Administrative buildings, staff quarters, space planning of offices, customer service centers, etc. A target for this would be set in the beginning of the year		Internal reports

		Customer / Market		Number of Working drawings released (#)		20%																Architectural wing releases Working drawings for T.E. Buildings, Towers, Administrative buildings, staff quarters, space planning of offices, customer service centers, etc. A target for this would be set in the beginning of the year		Internal reports

		Operations		% of site visits conducted as per the plan set in the beginning of the year		10%																A target for site visits will be fixed in the beginning of the year. Performance will be measured based on % of sites visited as per the target set.		Internal reports

		Operations		% of space audits conducted as per the plan set in the beginning of the year		10%																A target for space audits will be fixed in the beginning of the year. Performance will be measured based on % of sites visited as per the target set.		Internal reports

		Operations		% of Right to Information requests or cases cleared or answered within the prescribed time frame as per the norms		8%																Total number of RTI cases cleared or answered within the prescribed time frame as per the norms / Total number of RTI cases received (in %)		Internal reports

		Operations		% of public grievances cases cleared or answered within the prescribed time frame as per the norms		7%																Total number of PG cases cleared or answered within the prescribed time frame as per the norms / Total number of PG cases received (in %)		Internal reports

		Operations		Number of drawings digitised against target (#)		5%																Number of drawings digitised against a target set in the beginning of the year		Internal reports





 Finance

		KPI Bank for the Executives in Finance Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Budgeting and Financial control		Timely creation, communication and review of financial plan and budget for Circle (actual vs. planned)		10%																Rating based on variation from target date		Internal reports		Circle head in consultation with respective Finance Head at Circle.		Circle head in consultation with respective Finance Head at Circle.

		Budgeting and Financial control		Operating ratio (%)		20%																Operating ratio as per BBF letter No.: 16-67/2007-B = (Operating Expenses / Operating income) in %		Circle level financial statements

		Corporate Accounts		Timely creation of statement of accounts for the circle (actual vs. planned)		10%																Rating based on variation from target date		Reports/register maintaining accounts information

		Revenue Assurance		Circle revenue outstanding/ Circle revenue (%)		15%																Circle revenue outstanding/ Circle revenue (%)		Circle level financial statements

		Revenue Assurance		Circle bad debt/ Circle revenue (%)		15%																Circle bad debt/ Circle revenue (%)		Circle level financial statements

		Billing		% of bills dispatched in time		10%																% of bills dispatched in time		From Circle annual reports

		Tender		% of projects for which the financial concurrence on the tender projects was given within stipulated time		10%																Number of projects for which the tender process was completed in time / Total number of projects for which tender was floated		Internal reports

		Bank Reconciliation Statement		% of unlinked items cleared																		Total number of unlinked items cleared/unlinked items to be cleared		Internal reports





CA

		KPI Bank for the Executives in Corporate Accounts Role in Circle

		KPI Bank for the Executives in Finance -CA Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Budgeting and Financial control		Timely creation, communication and review of financial plan and budget for Circle (actual vs. planned)		25%																Rating based on variation from target date		Internal reports		Finance head at Circle in consultation with respective DGM at Circle.		Finance head at Circle in consultation with respective DGM at Circle.

		Budgeting and Financial control		Operating ratio (%)		5%																Operating ratio as per BBF letter No.: 16-67/2007-B = (Operating Expenses / Operating income) in %		Circle level financial statements

		Budgeting and Financial control		Timely compilation of Fund requirements  & allotment of funds (BA,RA&FG) to all Primary Accounting Units - Capital,  Working Expenses, Loans & Advances.		5%

		Budgeting and Financial control		Adherence to Budget - Revenue, capex & opex: The modifications with reference to overall budget allocation have been proposed to Corporate Office,by conducting periodic review, for refixing allotment.		5%																Rating based on variation from target date		Internal reports

		Corporate Accounts		Timely settlements of Draft Audit paras/ CAG paras / Internal Check paras / CESTAT Cases by periodically coordinating with P&T Auditors and all PAUs.		5%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Budgeting and Financial control		Timely  Allocation of Budget to SSAs/Units for Working Expenses under Budget Allotment for the year.																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Budgeting and Financial control		Timely  Allocation of Budget to SSAs/Units for Working Expenses under Revised Allotment for the year.																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Corporate Accounts		Timely Preparation & Audit of final accounts i.e. P&L and Balance  Sheet segment wise																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Circle level financial statements

		Corporate Accounts		No. of  Transferred cases of GPF in respect of Official/Officers transferred to other unit/Circles. (%)																		GPF in respect of Official/Officers transferred to other unit/Circles/  GPF in respect of Official/Officers to be  transferred to other unit/Circles		Internal reports

		Corporate Accounts		Timely creation of statement of accounts for the circle (actual vs. planned)		5%																Rating based on variation from target date		Reports/register maintaining accounts information

		Corporate Accounts		Timely settlement of pending audit objections C & AG and DAP Para		5%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Corporate Accounts		Timely Completion of internal audit/check(Dept)		5%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Corporate Accounts		Timely settlement of pending internal check(Dept Objections)		5%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Corporate Accounts		% of cases pending audit objection related cases settled		5%																Total number of cases of pending audit objection settled/ Total audit objections pending to settelment.		Internal reports

		Operations		% of cases in which payment to vendors was made in time		5%																Total number of cases in which payment was made in time / Total number of payments made		Circle level financial statements

		Revenue Assurance		Timely completion of audit inspections		15%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports





TR

		KPI Bank for the Executives in Finance- Telecom Revenue Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Revenue Assurance		Circle revenue outstanding/ Circle revenue (%)		20%																Circle revenue outstanding/ Circle revenue (%)		Circle level financial statements		Finance head at Circle in consultation with respective DGM at Circle.		Finance head at Circle in consultation with respective DGM at Circle.

		Revenue Assurance		Circle bad debt/ Circle revenue (%)		20%																Circle bad debt/ Circle revenue (%)		Circle level financial statements

		Billing		% of bills dispatched in time		10%																% of bills dispatched in time		From Circle annual reports

		Billing		Timely disconnection for nonpayment of Basic, IUC services																		Average time taken in disconnection for nonpayment of Basic, IUC services		Internal Report

		Billing		Timely Generation and issue of zonal GSM/CDMA Bills.																		Rating based on delay in days		Internal Report

		Billing		Monthly Reports-SLR/TRAI/POI																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal Report

		Billing		Timely preparation of Monthly accounting of ABF for GSM and CDMA services																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal Report

		Billing		Timely accounting of LF/Spectrum charges																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal Report

		Billing		Timely reconciliation of Service Tax Recoverable and Payable.																		Average time taken in reconciliation of Service Tax Recoverable and Payable.		Internal Report

		Billing		Timely generation of IUC invoices																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal Report

		Billing		% Receipt of IUC payable bills from private operators.																		Receipt of IUC Bills/ Total IUC payble bills from private operators		Internal Report

		Billing		Timely Process of bills received from various content providers.																		Average time taken in Process of bills received from various content providers.		Internal Report

		Billing		Timely issues of bills in respect of Basic, IUC, BB, Infra Services, CDMA		10%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal Report

		Billing		Timely issues of bills in respect of GSM services		10%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal Report

		Billing		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Realisation of issued bills % in respect of Basic, IUC etc, CDMA, BB..		Internal Report

		Billing		Realisation of issued bills % in respect of GSM services		10%																Realisation of issued bills % in respect of GSM services		Internal Report





 Proj. Finance

		KPI Bank for the Executives in Project Finance Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Budgeting and Financial control		Timely creation of financial plan and budget for UNIT (actual vs. planned)		30%																Timely creation of financial plan and budget for UNIT (actual vs. planned)

		Budgeting and Financial control		Operating ratio (%)		30%																Operating ratio as per BBF letter No.: 16-67/2007-B = (Operating Expenses / Operating income) in %		Circle level financial statements		Finance head at Circle in consultation with respective DGM at Circle.		Finance head at Circle in consultation with respective DGM at Circle.

		Tender		% of projects for which the tender process was completed in time		30%																Number of projects for which the tender process was completed in time / Total number of projects for which tender was floated		Internal reports





 HR

		KPI Bank for the Executives in HR Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Promotion		% of people for which the time bound promotion process is completed in time		Number of people for which the time bound promotion process is completed in time / Total number of people eligible for time bound promotion		Internal HR reports

		Transfers		Timely compliance of transfers and postings orders for executives (% of transfer and posting orders executed within 45 days from date of issue)		% of transfer and posting orders executed within 45 days from date of issue		Inputs to be taken from Pers. Cell, HRMS package, Territorial Circle CGMs

		Timely completion of ACRs		% of ACRs/APAR completed by the required date		Rating will be given based on percentage of ACRs/APARs completed by the required date.		Internal reports / ACR/APAR submission MIS

		Recruitment		Timely conduction of Departmental/Direct Recruitment Examinations & induction training		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.

		GPMS		Timely completion of achievement review for GPMS and sending the same to the corporate office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports, input from Corporate office

		GPMS		Timely submission of target for GPMS and sending the same to the corporate office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports, input from Corporate office

		IPMS		% of IPMS scorecards for which scorecard finalization and target setting completed and sent to corporate office by due dates		(Total number of IPMS scorecards for which target setting is completed by due date) / (Total number of IPMS scorecards)		Internal reports, input from Corporate office

		IPMS		% of IPMS scorecards for which achievement review completed and sent to corporate office by due dates		(Total number of IPMS scorecards for which achievement review is completed by due date) / (Total number of IPMS scorecards)		Internal reports, input from Corporate office

		FPMS		Timely submission of FPMS Status Tracker to Corporate Office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports, input from Corporate office

		APAR		% age  of Excutives whose APAR numerical grading have been populated in HRMS Module /ERP		Number of Executives whose APAR numerical grading populated in HRMS Module(ERP)/ Total number of Executives.		Internal reports, input from Corporate office

		Training		Total number of officers/officials trained (#)		Total number of Officers/Officials  trained (#)

				Total number of Vocational trainees trained (#)		Total number of Vocational trainees trained (#)

		Establishment issues		Review of sanctioned strength of Executives & Non Executives		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Establishment issues		Timely settlement of appeal/ petition cases		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Training		Total number of officers/officials  trained (#)		Total number of persons trained		Internal reports

				Total number of Vocational trainees trained (#)		Total number of Vocational trainees trained		Internal reports

				Total revenue earned by training centres		Total revenue earned by training centres		Internal reports

				Timely sending nomination letters and on line submission of nomination in CTMS Package.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

				Timely completion of Training target setting of all SSAs according to the targets given by BSNL HQ and sending the same to the corporate office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Rajbhasha		Timely implementation of Official language policy , rules and guidelines issued by Government of India.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

				Translation of letters in hindi (%)		Number of letters translated in hindi/ Total number of letter to be translated in hindi		Internal reports

				Vetting of hindi translation work		Numbfer of translation work vetted / Total number of translation work to be vetted.		Internal reports

		HR		Timely Disposal of Court/RTI/PQ /Union References ( time bound)		Subjective assessment given by reporting officers  based on (but not limited to):(1) Handling of cases (2) Timely conducting of  activities (examinations, short listing, etc.)		Internal reports

		HR		Timely Updation of HRMS/ERP module		Subjective assessment given by reporting officers		Internal reports

		SR		Conducting of Local Council and Circle Council and review of implementation of decisions taken in the Council within the time limit by pursuing with various officers of Circle[s]/SSAs		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		SR		Timely Updation of Electoral Rolls and Conduction of Member Verification for Non-executives		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		SR		Quality of staff relations - % of mandays out of total mandays lost due to union disputes		% of Man-days out of total Man-days lost due to union disputes		Internal reports

		SR		Total number of meetings held to foster greater interaction, e.g. National Council Meetings, JCM, Central Unions, etc. (actual vs planned)		Total number of meetings held to foster greater interaction, e.g. National Council Meetings, JCM, Central Unions, etc. (%actual vs planned)		Internal reports





 Admin

		KPI Bank for the Executives in Admin Role in Circle

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Coordination		% of Right to Information requests or cases cleared or answered within the prescribed time frame as per the norms		Total number of RTI cases cleared or answered within the prescribed time frame as per the norms / Total number of RTI cases received (in %)		Internal reports		HR,Admin Head at Circle in consultation with respective HR head Head at Circle.		HR,Admin Head at Circle in consultation with respective HR head Head at Circle.

		Welfare activities		Timely awarding of scholarships, book awards, etc. from the funds given by corporate office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20. This activity should be completed by March 31 of every year		Internal reports

				Number of sports and welfare board meetings held		Number of sports and welfare board meetings held

		Timely completion of  Retirement cases		% of the supernuation cases or VRS cases of officers or officials settled at the time of retirement		Number of superannuation or VRS cases settled at the time of retirement / Total number of superannuation or VRS cases to be settled		Internal reports

		Union disputes		Number of mandays lost due to union disputes (#)		Number of mandays lost due to union disputes (#)		Internal reports

		Claim settlement		% of cases in which staff claims related to medical bill, GPF, HBA, Welfare grant were sent to the finance section after due processing within 2 weeks of filing of claim		Number of cases in which claims were sent in time / Total number of claims filed		Internal reports

		Legal		% of Legal cases handled within prescribed time limit		Legal cases handled within prescribed time limit/Total legal cases		Internal reports

		Legal		Empanelment of Advocates		No of Advocates empaneled.		Internal reports

		Legal		Timely filling the vetted and approved repply in the Courts.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		Legal		Imlementation of Court orders (%age)		Follow up for imlementation of Court orders		Internal reports

		Legal		Timely filling of review application/ Appeals.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		Legal		Timely submission of Monthly and Quarterly Repoprts regarding important Court cases to Corporate Office.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  of one week will lead to reduction of marks by 20.		Internal reports

		Legal		Expenses for court cases and conflict resolution matters (Rs. Cr)		Total expenses for court cases filed on BSNL

		Legal		% of cases won for BSNL		Total number of cases won for BSNL / Total number of cases filed on BSNL

		Legal		% of internal mediation and arbitration cases solved		Total number of internal mediation and arbitration cases solved / Total number of internal mediation and arbitration cases

		MIS		Timely Submission of Reports to Corporate office on  Monthly\Quarterly and weekly basis.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		RTI		Timely supply of information to RTI applicants.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  of one week will lead to reduction of marks by 20.		Internal reports

		RTI		Submission of reply  in the CIC, New Delhi in Second Appeal cases within stipulated time.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  of one week will lead to reduction of marks by 20.		Internal reports

		RTI		Submission of Monthly/ Quarterly reports to the BSNL HQ related to Legal Cell and RTI Cell.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  of one week will lead to reduction of marks by 20.		Internal reports

		HRMS		Timely updation/ modification of data of employees working in Circle Office and  assignment of DDO roles/ SSA and Unit Administrator roles on Transfer/ Promotion of concerned officers/ officials.		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  of one week will lead to reduction of marks by 20.		Internal reports

		HRMS		Resolution of HR Package related problems of Circle with the concerned authorities in ITPC Pune		%age of HR Package related problems resolved out of total problems reported.		Internal reports

		Operations		Timely complaince of  PG/MOC/VIP cases and submission timely in due date		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		Operations		Timely submission of reply of PQ cases		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		Operations		Timely completion of ACRs/APArs		%age of ACRs/APARs completed timely		Internal reports

		Operations		Timely finalization of Tenders of Consumables, Environmental work, Office Automization equipments and Security services for Circle Office .		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports

		Admin		Processing and renewal of MOU with Hospitals, already empanelled within the time limit		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay  will lead to reduction of marks by 20.		Internal reports





Business Plng, IT

		KPI Bank for the Executives in Business planning, IT Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Busines planning		Timely setting of targets for all SSAs (actual vs. planned)		25%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports		Circle head in consultation with respective Business planning, IT Head at Circle.		Circle head in consultation with respective Business planning, IT Head at Circle.

		Busines planning		% of reports and MIS completed or published in time		15%																Number of reports, MIS published/completed in time / Total number of reports, MIS to be published		Internal reports

		Busines planning		Timely creation of annual business plan for SSAs (actual vs. planned)		20%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		IT		Timely implementation of key projects		30%																Appropriate weightage to be given to major implementation projects or modules like ERP, CDR, etc.. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports





 Business Plng

		KPI Bank for the Executives in Business planning Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		Busines planning		Timely setting of targets for all SSAs (actual vs. planned)		25%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports		Head - Business Planning and IT at circle in consultation with respective DGM at Circle.		Head - Business Planning and IT at circle in consultation with respective DGM at Circle.

		Busines planning		% of reports and MIS completed or published in time		20%																Number of reports, MIS published/completed in time / Total number of reports, MIS to be published		Internal reports

		Busines planning		Timely creation of annual business plan for SSAs (actual vs. planned)		25%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Business Report		Timely submission of quarterly report on circle performance		20%																Creation of MIS reports on circle performance within stipulated time		Internal reports

		Business Report		Timely submission of Online MOC/MIS statements and all weekly/monthly statements as per Calendar of Returns by coordinating with SSA and functional units																		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Overall performance		Overall performance (on scale of 1 to 5 - to be assessed by Head - Business Planning and IT at circle)		10%																Subjective assessment given by Head - Business Planning and IT at circle based on (but not limited to): (1) Adherence to budget (2) Timely creation and review of MIS reports		Rating on a scale of 1 to 5 by Head - Business Planning and IT at circle

				Total		100%

		1. Marks for Fair rating = 60, Good = 80, Excellent = 100. Marks achieved for rating below Fair = 0. Achievement between Fair and Good and between Good and Excellent would be linearly scaled





 IT

		KPI Bank for the Executives in IT Role in Circle

		Dimension		KPI		Weightage		Target		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

										Fair		Good		Excellent

		IT		Timely implementation of key projects		35%																Appropriate weightage to be given to major implementation projects or modules like ERP, CDR, etc.. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports		Circle head in consultation with respective Business planning, IT Head at Circle.		Circle head in consultation with respective Business planning, IT Head at Circle.

		IT		Timely resolution of issues realted to CDR and ERP project		30%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		IT		Timely Planning and operation of IT Infrastructure		25%																Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports





Regulation

		KPI Bank for the Executives in Regulation Role in Circle

		Dimension		KPI		Performance Levels1						Target Achieved		Marks Achieved		Weighted Score		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

						Fair		Good		Excellent

		Financial		Amount of fines paid by BSNL for regulatory non-compliance (Rs. Cr.)														Amount of fines paid by BSNL for regulatory non-compliance (Rs. Cr.)		Internal reports		Circle CFA head and Circle CM head in consultation with respective Regulation Head at Circle		Circle CFA head and Circle CM head in consultation with respective Regulation Head at Circle

		Operations		# regulatory non-compliance events (#)														# regulatory non-compliance events (#)		Internal reports

		Operations		Number of public events and hearings organised by regulator attended (#)														Number of public events and hearings organised by regulator attended (#)		Internal reports

		Operations		Timely Checking and loading of CDRs on IOBAS for generating IUC bills														Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Operations		Timely Checking IUC bills received from PSPs for making payments														Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Operations		Commissioning of POIs within stipulated period														Rating based on delay in days		Internal reports

		Operations		Timely release and implementation of Corporate Office regulation orders including interconnect agreements, IUC regulations, release of instructions for opening of MSC/SP/short codescwithin stipulated time														Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Operations		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Average time taken in Pre IOBAS and post IOBAS dispute settlement		Internal reports





CSC

		KPI Bank for the Executives in CSC in Circle

						Scorecard - backup

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Revenue from sales in CSCs (Rs. cr.)		Revenue generated from sales in CSCs (Rs. cr.)		Internal reports		Circle CFA head and Circle CM head in consultation with respective CSC Head at Circle		Circle CFA head and Circle CM head in consultation with respective CSC Head at Circle

		Financial		Budget Adherence on CAPEX-CM&CFA		Weighted average (by planned budgeted value) across projects of actual expenditure as a % of planned budget (%)		Internal reports

		Financial		Budget Adherence on OPEX-CM&CFA		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		Internal reports

		Customer / Market		Number of leads generated at CSCs for Landline, Broadband & other services		Number of leads generated at CSCs for new LL or BB connections		Internal reports

		Customer / Market		Number of SIMs sold at CSCs		Total number of new SIMs sold at the CSC		Internal reports

		Customer / Market		Value of recharge vouchers & CTOP UP sold at CSCs		Total value of recharge vouchers sold at the CSCs		Internal reports

		Customer / Market		Customer satisfaction level at CSCs (Scale of 1 to 5)		Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors including (but not limited to): (1) Responsiveness of staff to customer requests – change of address, change of plans, disconnection, etc. (2) Knowledge of the people in the CSC about products and plans (3) Availability of tariff plans and information brochures in the CSC (4) Availability of products in the CSC (5) Implementation of queue management systems – e.g. token systems (6) Behavior and attitude of the staff (7) Cleanliness of the centre		Survey conducted at CSCs

		Operations		Average time spent in queue by customers (in minutes)		Average time spent in queues by customers (in minutes)		Survey conducted at CSCs

		Operations		% of CSCs revamped with new products like 3G, other changes as planned (% actual vs. planned)		Number of CSCs where new services have been made available (like 3G), other changes have been introduced as planned / Number of CSCs where new services were planned to be introduced		Internal reports





Sheet1

		






_1450359811.xls
INDEX

		Name of vertical in SSA		Various Roles in SSA for which KPI Banks have been prepared

		Consumer Fixed Access		For the Executives involved in CFA Activities

		Consumer Mobility		For the Executives involved in CM  Activities

		Enterprise Business

				For the Executives involved in Enterrprise Business Activities

				Civil Wing

				Electrical Wing

				Architecture Wing

		Finance

		Others

				HR/ADMIN

				CSC



CSC

HR/ADMIN

Finance

Civil Wing

Electrical Wing

Architecture Wing

For the Executives involved in CFA Activities

For the Executives involved in CM  Activities

For the Executives involved in Enterrprise Business Activities



 CFA

						KPI Bank for  the Executives in Roles in CFA in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spent vs. budgeted) (on items excluding those in schedule P)		Total opex spent / Opex allocated in budget (on items excluding those in schedule P)		From BU annual financial reports		SSA CFA head in consultation with respective DGM or below at SSA.		SSA CFA head in consultation with respective DGM or below at SSA.

		Financial		Budget adherence on capex (actual vis-à-vis planned) (%)		Total opex spent / Opex allocated in budget		From BU annual financial reports

		Financial		Timely creation of short-term and long-term plan and budget for expansion and upgradation of CFA assets(date of completion)		Marks will be given based on timely  of completion. If completed on time, maximum marks will be given. Delay by 20 days  will lead to reduction of marks by 20.		SSA level financial statements

		Financial		CFA Revenue - Basic (LL, PCO, VAS, etc.)  (Rs. Cr.)		Total revenue from Basic CFA products (LL, PCO, VAS etc.)		SSA level financial statements

		Financial		CFA Revenue - Broadband (including VAS, IPTV)  (Rs. Cr.)		Total revenue from broadband (incl. VAS, IPTV)		SSA level financial statements

		Customer / Market		Net adds (by number of subscribers) - Basic, WLL (in 000's)		Number of net subscriber additions in basic services (LL DELs, R-DELs, VPT, PCOs)		SSA level MIS reports

		Customer / Market		Net adds (by number of subscribers) - Broadband (in 000's)		Number of net subscriber additions in broadband		SSA level MIS reports

		Customer / Market		Timely Restoration of MDF related fault (mean time to restore) (within stipulated time)		Mean time to restore fault.		Internal reports

		Operation		Timely Broad Band billing complaints resolved (in %)(within target date)		Broad Band billing complaints resolved as a %age of total such complaints received within target time		Internal reports

		Operation		Timely integration of network with NGN switches where allotment for supply of NGN equipment are given by circle)(within stipulated time)		Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operation		Timely roll-out, upgradation and back-end integration of CFA network assets across
SSAs		Appropriate weightage to be given to major roll-out and upgradation projects. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operation		% of Number of Installations inspected (as a % of Total number of installations Assigned)		Number of installations inspected/total number of installations.		Internal reports

		Operation		% Switching capacity for which Acceptance Testing (AT) was conducted (as a % of Switching capacity offered for AT)		Switching capacity for which AT was conducted/Switching capacity offered for AT		Internal reports

		Operations		Sales generated through DSA/Franchise/CSC against target set for the SSA for the Sale of LL, BB, IPTV etc if already launched in SSA		Number of DSAs		Internal reports

		Operation		Timely installation and commissioning of Battery, Power Plant as per requirement		Marks will be given based on timely installation and commissioning of Battery, Power Plant as per requirement. If completed on time, maximum marks will be given. Delay by 20 days will lead to reduction of marks by 20.		Internal Report

		Operation		Availability of Power Backup system (Power plant, Battery, Engine Alternator)(in %)		Availability in (%)		Internal Report

		Operation		Net Reduction in maintenance expenditure		Reduction in maintenance expenditure actual vs planned		Internal Report

		Operation		Net Reduction in electricity expenditure		Reduction in electricity  expenditure actual vs planned		Internal Report

		Operation		Reduction in value of idle inventory (Rs.)		Total reduction in ideal inventory (value in Rs)		Internal Report

		Operation		Timely installation and  commissioning of BB eqpt		Marks will be given based on Timely installation and  commissioning of BB eqpt. If completed on time, maximum marks will be given. Delay by 20 days will lead to reduction of marks by 20.		Internal Report

		Operation		Timely physical verification of inventory and preparation of inventory statement		Rating will be given on the basis of timely physical verification of inventory and preparation of inventory statement (delay from target date)		Internal Report

		Operation		Net addition in RKM		Net addition in RKM		Internal Report

		Operation		Timely installation of transmission lines		Total number of faults or failures in access media in a year		Internal reports

		Operation		Mean time for restoration of leased lines		Switching capacity for which AT was conducted/Switching capacity offered for AT		Internal reports

		Operation		% of faults or failures in access media rectified within 2 hrs		Fault and failures of access media rectified within 2 hrs as percentage of total numbures of fault and failures of access media reported		Internal reports

		Operation		% of cases in which fault in media was rectified within 8 hours		Fault and failures of access media rectified within 8 hrs as percentage of total numbures of fault and failures of access media reported		Internal reports

		Operation		Timely roll-out and upgradation of access media		Subjective assement on the basis of delay in days in timely roll-out and upgradation of access media.		Internal reports

		Operation		No of Acceptance Testing (AT) completed   for all Transmission network in the SSA as a % of AT s to be done		No of Acceptance Testing (AT) completed / Total  for all Transmission network in the SSA as a % of AT s to be done		Internal reports

		Operation		Timely Planning, installation & commissioning of all transmission media (including survey of OFC route and preparation of PEs related works, OFC cable laying and OF equipment installation coordination and Channel allocation )		Marks will be given based on Timely installation and  commissioning of transmission media. If completed on time, maximum marks will be given. Delay by 20 days will lead to reduction of marks by 20.		Internal reports

								Internal reports

		Operations		Number of DSAs		Number of DSAs		Internal reports

		Operations		CCR rate for Landline – local		CCR (Call completion rate) for Landline – Local		Internal report (submitted to TRAI)

		Operations		CCR rate for Landline – STD		CCR (Call completion rate) for Landline – STD		Internal report (submitted to TRAI)

		Operations		% of new services (LL, BB) provisioned within the norm (7 days for LL, 15 days for BB)		New services provisioned within the norm (7 days for LL, 15 days for BB) / Total number of services provisioned (in %)		SSA-wise Internal report

		Operations		% of faults cleared by next working day LL		Faults completed by next working day / Total faults. For landline		SSA-wise Internal report

		Operations		% of faults cleared by next working day BB		Faults completed by next working day / Total faults. For Broadband		To be measured on sample basis at user end using Test File data on ISP server (Ref. TRAI report on broadband QoS)

		Operations		Bandwidth utilization in %age		Broadband connection speed (download) should be >80% of the subscribed broadband speed by the User		To be measured on sample basis at user end using Test File data on ISP server (Ref. TRAI report on broadband QoS)

		Operations		Fault rate (LL)(%)		Number of faults per 100 active connections - Landline		SSA-wise Internal report

		Operations		Fault rate (BB)(%)		Number of faults per 100 active connections - Broadband		SSA-wise Internal report

		Operations		% request for local shift of LL executed within 3 days		No. of request for local shift of LL executed within 3 days/Total No. of requests for Local shift of LL to be executed within 3 days)		SSA-wise Internal report

		Operations		% request for local shift of BB executed within 3 days		No. of request for local shift of LL executed within 3 days/Total No. of requests for Local shift of LL to be executed within 3 days)		SSA-wise Internal report

		Operations		% request for inter-exchangel shift of LL executed within 5 days		No. of request for inter-exchange shift of LL executed within 5 days/Total No. of requests for inter-exchange shift of LL to be executed within 5 days)		SSA-wise Internal report

		Operations		% request for inter-exchangel shift of BB executed within 5 days		No. of request for inter-exchange shift of BB executed within 5 days/Total No. of requests for inter-exchange shift of BB to be executed within 5 days)		SSA-wise Internal report

		Operations		% request for termination of connection executed within 7 days (for LL)		No. of requests for termination of connection  of LL executed within 7 days/Total No. of such requests L to be executed within 7 days		SSA-wise Internal report

		Operations		% request for termination of connection executed within 7 days (for BB)		No. of requests for termination of connection  of BB executed within 7 days/Total No. of such requests L to be executed within 7 days		SSA-wise Internal report

		Operations		Number of instances of SLA non-adherence for Enterprise customers		Number of cases of violations of SLA for enterprise customers		Internal reports





CM

		KPI Bank for  the Executives in Roles in CM in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spent vs. budgeted) (on items excluding those in schedule P)		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		SSA level financial statements		SSA CM head in consultation with respective Network Planning Head at SSA.		SSA CM head in consultation with respective Network Planning Head at SSA.

		Financial		Budget adherence on capex (% actual spent vs. planned)		Weighted average (by planned budgeted value) across projects of actual expenditure as a % of planned budget (%)		SSA level financial statements

		Financial		Timely creation of long-term & short-term plan and budget for expansion and upgradation of CM assets (date of completion)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Financial		CM Revenue GSM (Rs Cr)		Total revenue from GSM (Voice)		SSA level financial statements

		Financial		CM Revenue - CDMA (Rs Cr)		Total revenue from CDMA		SSA level financial statements

		Customer / Market		Net adds (by number of subscribers) (GSM - 2G) (in 000's)		Number of net subscriber additions in GSM-2G		SSA level MIS reports

		Customer / Market		Net adds (by number of subscribers) (GSM - 3G)  (in 000's)		Number of net subscriber additions in GSM-3G		SSA level MIS reports

		Customer / Market		Net adds (by number of subscribers) (CDMA)  (in 000's)		Number of net subscriber additions in CDMA		SSA level MIS reports

		Customer / Market		% of call centre complaints resolved within 24 hours		Call centre complaints resolved within 24 hours/Total Call Centre complaints		SSA level MIS reports

		Operations		Call drop rate(%)		Call drop rate (%)		SSA level MIS reports

		Operations		Blocked call rate-TCH congestion(%)		Blocked call rate-TCH congestion(%)		SSA level MIS reports

		Operations		call set up success rate(%)		call set up success rate(%)		SSA level MIS reports

		Operations		Timely availability of slots and making towers ready for sharing for leasing to other operators		Rating based on variation from target date		Internal reports

		Operations		BTS availability (%)		BTS availability (%)		TRAI / internal report

		Operations		No.  of ATs completed for GSM  BTSes as a % age of total ATs to be completed		No.  of ATs completed for GSM  BTSes/ total ATs to be completed		Internal reports

		Operations		Timely commissioning of new OFC routes and transmission systems		Marks will be given based on timely  of completion. If completed on time, maximum marks will be given. Delay by 20 days  will lead to reduction of marks by 20.		Internal reports

		Operations		Timely installation and commissioning of new GSM BTS		Rating based on variation from target date		Internal reports

		Operations		Revenue earned by sharing the BTS towers with other operators		Total revenue earned by sharing the BTS towers with other operators		Internal reports

		Operations		Number of towers shared with other operators		Number of towers shared with other operators		Internal reports

		Operations		Number of instances of SLA non-adherence for Enterprise customers		Number of cases of violations of SLA for enterprise customers		Internal reports

		Operations		% of Number of CM Installations inspected (as a % of Total number of installations Assigned)		Number of installations inspected/total number of installations. GSM - WLL BTS		Internal reports

		Operations		% Number of core elements, nodes for which Acceptance Testing (AT) was conducted (as % of those which were offered)		Number of units for which AT was conducted/number of units for which AT was conducted. GSM Core elements: 30%, VAS Nodes: 20%, CDMA core elements: 30%, CDMA VAS nodes: 20%		Internal reports

		Operations		Timely compilation of expansion plans submitted by each SSA (date of completion)		Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Operations		Timely roll-out, upgradation and back-end integration of CM network assets across
SSAs		Appropriate weightage to be given to major roll-out and upgradation projects. Marks will be given based on month of completion. If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Sales		Sales done through DSA / Franchisee / CSC against target set for the SSA for the sales of GSM(2G,3G),CDMA,EVDO & related VAS in CM Business (in Rs Crores)		Sales done through DSA / Franchisee / CSC against target set for the SSA for the sales of GSM(2G,3G),CDMA,EVDO & related VAS in CM Business (in Rs Crores)		SSA level financial statements

		Sales		CTOPUP sales(in Rs. Crore)		Total sales of CTOPUP in Rs Crore		SSA level financial statements

		Misc		Timely submission of RTI, PQ, MOC/PG cases etc		Rating based on variation from target date		Internal reports

				Total





 Enterprise Business

		KPI Bank for  the Executives in Roles in Enterprise Business in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Enterprise BU revenue (Rs. Cr.)		Revenue from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		SSA level financial statements		SSA head in consultation with respective Enterprise Business Head at SSA.		SSA head in consultation with respective Enterprise Business Head at SSA.

		Financial		Project value of new business captured (Rs. Cr)		New value captured from Enterprise customers (leased circuits, managed services, voice and data offerings e.g. PRI, mobile CUG, EPABX, data cards, wholesale revenue)		SSA level financial statements

		Financial		Addition in annual revenue from accounts handled		Addition in annual revenue from customers being handled		SSA level financial statements

		Customer / Market		Number of new Enterprise Silver accounts penetrated		Number of new Silver accounts penetrated		SSA level MIS reports

		Customer / Market		Customer satisfaction level for Silver customers (Scale of 1 to 5)		Average of rating given on a scale of 1 to 5 by Silver customers. Customer survey to include factors including (but not limited to): (1) Quality and relevance of marketing and advertising initiatives, brand salience (2) Availability, innovation and competitiveness of products, services and solutions (3) Knowledgeability, responsiveness and customer-friendliness of Key Account Managers and other front-line staff - both pre-sales and after-sales (4) Quality of service parameters (from TRAI reports) (5) Quality and responsiveness in after sales service (repairs, change of service etc.) (6) Adherence to SLA parameters		Customer survey to be conducted on periodic (annual / bi-annual) basis across sample of enterprise customers across SSAs by an independent agency

		Operations		Number of channel partners (#)		Number of channel partners		Internal reports

		Operations		MLLN / MPLS network uptime (%)		MLLN / MPLS network uptime in percentage (as measured from NOC)		From NOC reports

		Operations		% of MPLS projects commissioned in the scheduled time		Number of MPLS projects commissioned in the scheduled time / Total number of MPLS projects to be commissioned		Internal reports

		Operations		Average time taken for provision of new service to Gold and Silver customers (days)		Average time taken to provide new service to Gold and Silver customers		Internal reports

		Operations		Average time taken for fault resolution for Gold and Silver customers (hours)		Average time taken for fault resolution for Silver customers		Internal reports

		Operations		Timely provisioning and commissioning of leased lines		Average time taken for provisioning and commissioning of leased line		Internal reports

		Operations		Number of instances of SLA non-adherence for Enterprise customers		Number of cases of violations of SLA for enterprise customers		Internal reports





Civil Wing

		KPI Bank for  the Executives in Roles in Civil wing in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From BU annual financial reports		SSA head in consultation with respective Civil Head at SSA.		SSA head in consultation with respective Civil Head at SSA.

		Financial		Timely submission of budget demands to budget section		If submitted on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Financial		Business earned from external works during the course of the Year(in rs. Crore)		Total Business earned from external works during the course of the Year(in rs. Crore)		Internal reports

		Operations		% of times policy and guidelines issued at Head Office for land, buildings, civil structures
and real estate management were implemented in a timely manner		Number of times when policy and guidelines issued at Head office were implemented in a timely manner / Number of times policy and guidelines where to be implemented		Internal HR reports

		Operations		Timely commissioning of USO towers (%actual vs. planned)		Number of USO towers commissioned (with BTS) / planned		Internal reports

		Operations		Timely roll-out of USO towers and related passive infrastructure (%actual vs. planned)		% of USO towers and related passive infrastructure rolled out vis-à-vis planned (%)		Internal reports





Elec. Wing

		KPI Bank for  the Executives in Roles in Electrical wing in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spent vs. budgeted) (on items excluding those in schedule P)		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From BU annual financial reports		SSA head in consultation with respective Electrical Head at SSA.		SSA head in consultation with respective Electrical Head at SSA.

		Financial		Timely submission of budget demands to budget section		If submitted on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports

		Financial		Business earned from external works during the course of the Year(in rs. Crore)		Total Business earned from external works during the course of the Year(in rs. Crore)		SSA level financial statements

		Financial		Electricity bill saving during the course of the year(in rs. Cr)		Total Electricity bill saving during the course of the year(in rs. Cr)		SSA level financial statements

		Customer / Market		% of towers in which provision of electromechanical services for GSM equipment is completed in a timely manner		Number of towers in which provision of electromechanical services was completed as per the agreed schedule / Number of towers for which Electrical wing was responsible for provision of electromechanical services		Internal reports, inputs from SSA head

		Operations		% power availability for towers under the responsiblity of Electrical wing at SSA		% power availability for towers under the responsiblity of Electrical wing at SSA		Internal reports

		Operations		% of times policy and guidelines issued at Head Office for all electrical installations, air
conditioning, fire fighting equipment, passive infrastructure, etc. were implemented in a timely manner		Number of times when policy and guidelines issued at Head office were implemented in a timely manner / Number of times policy and guidelines where to be implemented		Internal HR reports

		Operations		Timely roll-out of USO towers and related passive infrastructure (%actual vs. planned)		% of USO towers and related passive infrastructure rolled out vis-à-vis planned (%)		Internal reports

		Operations		Maintenance of Power factor within limits





Arch. Wing

		KPI Bank for  the Executives in Roles in Arcitecture wing in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Budget adherence on opex (% actual spend vs. budgeted) (on items excluding those in schedule P)		Total opex spend / Opex allocated in budget (on items excluding those in schedule P)		From SSA financial reports		SSA head in consultation with respective Architecture Head at SSA.		SSA head in consultation with respective Architecture Head at SSA.

		Financial		% of allocated funds utilized		Total funds utilized / Total funds allocated		From SSA financial reports

		Financial		Business earned from Architectural works during the course of the Year(in rs. Crore)		Business earned from Architectural works during the course of the Year(in rs. Crore)		From SSA financial reports

		Customer / Market		Number of Preliminary drawings released (#)		Architectural wing releases preliminary drawings for T.E. Buildings, Towers, Administrative buildings, staff quarters, space planning of offices, customer service centers, etc. A target for this would be set in the beginning of the year		Internal reports

		Customer / Market		Number of Working drawings released (#)		Architectural wing releases Working drawings for T.E. Buildings, Towers, Administrative buildings, staff quarters, space planning of offices, customer service centers, etc. A target for this would be set in the beginning of the year		Internal reports

		Operations		% of site visits conducted as per the plan set in the beginning of the year		A target for site visits will be fixed in the beginning of the year. Performance will be measured based on % of sites visited as per the target set.		Internal reports

		Operations		% of space audits conducted as per the plan set in the beginning of the year		A target for space audits will be fixed in the beginning of the year. Performance will be measured based on % of sites visited as per the target set.		Internal reports

		Operations		% of Right to Information requests or cases cleared or answered within the prescribed time frame as per the norms		Total number of RTI cases cleared or answered within the prescribed time frame as per the norms / Total number of RTI cases received (in %)		Internal reports

		Operations		% of personal grievances cases cleared or answered within the prescribed time frame as per the norms		Total number of PG cases cleared or answered within the prescribed time frame as per the norms / Total number of PG cases received (in %)		Internal reports

		Operations		Number of drawings digitised against target (#)		Number of drawings digitised against a target set in the beginning of the year		Internal reports





Finance

		KPI Bank for  the Executives in Roles in Finance in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Budgeting and Financial control		Timely creation of financial plan and budget for SSA (actual vs. planned)		Rating based on variation from target date		Internal reports		SSA head in consultation with respective Finance Head at SSA.		SSA head in consultation with respective Finance Head at SSA.

		Budgeting and Financial control		Operating ratio (%)		Operating ratio as per BBF letter No.: 16-67/2007-B = (Operating Expenses / Operating income) in %		SSA level financial statements

		Corporate Accounts		Timely creation of statement of accounts for the SSA (actual vs. planned)		Rating based on variation from target date		Reports/register maintaining accounts information

		Revenue Assurance		SSA revenue outstanding/ SSA revenue (%)		Number of times external audit for SSA was completed on time (TRAI, Statutory, CAG, Taxation, USO, etc.) / Total number of external audits to be conducted		Audit reports, Internal reports

		Revenue Assurance		SSA bad debt/ SSA revenue (%)		SSA revenue outstanding/ SSA revenue (%)		SSA level financial statements

		Billing		% of bills dispatched in time		% of bills dispatched in time		Internal reports

		Tender		% of projects for which the tender process was completed in time		Number of projects for which the tender process was completed in time / Total number of projects for which tender was floated		Internal reports

		Financial		3rd month collection Efficiency (%)		3rd month collection Efficiency (%)		SSA level financial statements

		Financial		6th month collection efficiency		7th month collection efficiency		SSA level financial statements

		Customer		Refund of voluntary closed lines within 60 days (in %)		Refund of voluntary closed lines within 60 days/Total refund cases of voluntary closed lines.		Internal reports

		Internal Process		Avg time (in days) taken for disconnection of lines due to non payment		Average of time (in days) taken for disconnection of lines due to non payment		Internal reports

		Internal Process		Avg time (in days) taken for settlement of defaulter account finalisation		Average of time (in days) taken for settlement of defaulter account finalisation		Internal reports

		Financial		% of billing complaints disposed off within 1 month		Billing complaints disposed off within 1 month/Total billing complaints		Internal reports

		Internal Process		Timely disposal of Audit Paras (within stipulated time)		Rating based on variation from target date		Internal reports

		Internal Process		Timely  disposal of IC paras (within stipulated time)		Rating based on variation from target date		Internal reports

		BRS FOR COLLECTION ACCOUNT		Timely Preparation of  BRS TO  Collection  Accounts and sending to C.O. at due date(delay in days)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		CASH FLOW STATEMENT		Preparation of cash flow statement and sending to Circle Office along with BRS statement by due date (delay in days)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		PREPAID CARDS		Timely issue & Receipts of prepaid cards and Sims		Average time taken in issue & Receipts of prepaid cards and SIMs		Internal reports

		REFUNDS		Timely disposal of  Refund Cases in case of  Mobile Post Paid Closures( within target time)		Rating based on variation from target time		Internal reports

		DOT settlement in case of pension contribution GPF and DOT loans		Timely Preparation of Pension contribution schedules and forwarding the same to the Circle  for settlement to DOT		Rating based on variation from target date		Internal reports

		Medical		Timely Issuing referral letter for inpatient treatment, checking of medical bills and settlement in  time to the hospitals  (delay in days)		Average time taken in Issuing referral letter for inpatient treatment, checking of medical bills and settlement in  time to the hospitals  (delay in days)		Internal reports

		LTC, TA		Advances sanctioned for LTC and TA and bills settled without complaint (within stipulated time)		Average time taken for Advances sanctioned for LTC and TA and bills settled without complaint (within stipulated time) (delay in days.		Internal reports

		REVENUE Collections		GSM(Post-paid) Revenue		Total Revenue from GSM (Post- Paid)		SSA level financial statements

		REVENUE Collections		CDMA / WLL Revenue		Total Revenue from CDMA/WLL		SSA level financial statements

		Statements
/Reports		Prepaid SLR(GSM) (Rs in Crores)		Prepaid SLR(GSM) (Rs in Crores)		SSA level financial statements

		Statements
/Reports		CDMA WLL prepaid SLR (Rs in Crores)		CDMA WLL prepaid SLR (Rs in Crores)		SSA level financial statements

		Internal		Timely Settlement of Pension claims		Average time taken in Settlement of Pension claims		Internal reports

		Internal		Timely Settlement of staff personal claims		Average time taken in Settlement of staff personal claims		Internal reports

		BILLING COMPLAINTS		% of Resolved subscriber complaints with respect to  total such complaints received		Total subscriber complaints resolved/Total complaints received		Internal reports

		Customer care		% age of refund cases settled timely  for closed telephone  numbers out of total such cases to be settled		Total number of refund cases setteled / Total refund cases for closed telephones numbers		Internal reports

		DISCONNECTION/       RECONNECTION		Timely Reconnection of disconnected telephone numbers on the receipt of payment of bill		Average time taken for Reconnection of disconnected telephone numbers on the receipt of payment of bill		Internal reports

		LOK ADALAT		Number of Lok Adalat Conducted in rapport with the Legal Services Authorities		Number of Lok Adalat Conducted in rapport with the Legal Services Authorities (Actual vs planned)		Internal reports

		STATEMENTS		Fortnightly, Monthly and Quarterly statements & Performance Reports  w.r.t  disconnection, refund,Samadhan, LBM,HPC to Circle office		Rating based on variation from target date		Internal reports

		REDUCTION OF OUTSTANDING		Timely  collection of outstanding dues from defaulters by implementing discount/rebate/Samadhan schemes (%)		Timel  collection of outstanding dues from defaulters by implementing discount/rebate/Samadhan schemes (Actual Vs Planned)		Internal reports

		Payment		Timely payments of Service Tax(within stipulated time)		Rating based on variation from target date		Internal reports

		Billing		% of bills dispatched in time		Bills dispatched in time /Total bills to be dispatched		Internal reports

		Customer care		%age of timely resolved Billing Complaints received from Subscribers w.r.t . total number of such  complaints  Received		Total Billing complaints resolved timely/ Total numbers of complaint		Internal reports

		CIRCUITS/ IUC BILLING		Timely Preparation of Circuit, TPH and IUC Billing		Rating based on variation from targer date/time		Internal reports

		USO SUBSIDY AND STATEMENT		Timely Preparation and submission of  USO Subsidy claim and TR statements to Circle  Office		Rating based on variation from target date/time		Internal reports

		Pay & EF		Timely verification of Annual Service of employees and timely update of service books		Rating based on variation from target date/time		Internal reports

		Plg		Timely Preparation of WIP Schedule  & reconciliation with TB, Obtaining Management Certificates for completed works and capitalisation of WIP and preparation of Asset Register(within stipulated time)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Plg		Timely Accounting of Transfer of Assets from Inventory To WIP and diversion of Stores inward/ outward -Preparation of Inventory Schedule(within stipulated time)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Plg		Timely Releasing of CRS of Estimate(within stipulated time)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Plg		Timely Preparation of RE and BE statement of Capital Expenditure & monthly statement  of Progressive Expenditure		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Plg		Timely Allocation check and scrutiny of civil and electrical wing estimates for issue of AA & ES and processing of the bills		Rating based on variation from target date/time		Internal reports

		Works		Timely Verification of service of staff completed 25 years of service		Rating based on variation from target date/time		Internal reports

		Works		Timely issue of balance sheet		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Pension		Timely Calculation of Qualifying Service, Pension, DCRG, Commutation and forwarding to DOT CELL within stipulated time period		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		Internal reports

		Finance		Total operating ratio		Total operating ratio		SSA level financial statements

		Customer		Customer perception on cash counter services- Rating by customer		Customer perception on cash counter services- Rating by customer		Customer Survey

		Customer		Availability of ITC card, sancharnet cards (%)		Total number of  ITC card, Sancharnet Cards available/Total number of ITC Card, Sancharner Card required.		Internal reports

		Internal process		Timely payment of statutory levies (%)		Payment of statutory levies made timely/ Total payment of statutory levies to be made.		SSA level financial statements

		Internal process		Timely annual accounts closure (100%)		Marks will be given based on delay from target month or date of completion. Eg.  If completed on time, maximum marks will be given. Delay by one month will lead to reduction of marks by 20.		SSA level financial statements





HR, Admin

		KPI Bank for  the Executives in Roles in HR, Admin in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Transfers		Timely compliance of transfers and postings orders for executives (% of transfer and posting orders executed within 45 days from date of issue)		% of transfer and posting orders executed within 45 days from date of issue		Inputs to be taken from Pers. Cell, HRMS package, Territorial SSA CGMs		SSA head in consultation with respective HR, admin Head at SSA.		SSA head in consultation with respective HR, admin Head at SSA.

		Coordination		% of Right to Information requests or cases cleared or answered within the prescribed time frame as per the norms		Total number of RTI cases cleared or answered within the prescribed time frame as per the norms / Total number of RTI cases received (in %)		Internal reports

		Training		No.  of Executives and Non Executives trained as a %age of total executives and Non-executives in SSA		Total number of persons trained (#)		Internal reports

		Staff relations		Number of mandays lost due to union disputes at SSA level (#)		Total number of mandays lost due to union disputes at SSA level		Internal reports

		Welfare activities		Timely awarding of scholarships, book awards, etc. from the funds given by corporate office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20. This activity should be completed by March 31 of every year		Internal reports

		Welfare activities		% of medical claims to be settled by circle office forwarded within 2 weeks of submission of claim		Number of medical claims to be settled by circle office dispatched within 2 weeks of submission / Total number of claims to be settled by the circle office		Internal reports

		Timely completion of ACRs		% of ACRs  completed by the required date		Rating will be given based on percentage of ACRs completed by the required date.		Internal reports / ACR submission MIS

		GPMS		Timely completion of target setting for GPMS and sending the same to the  Circle  Office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports, input from Corporate office

		GPMS		Timely completion of achievement review for GPMS and sending the same to the  Circle  Office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports, input from Corporate office

		IPMS		% of IPMS scorecards for which scorecard finalization and target setting completed and sent to corporate office by due dates		(Total number of IPMS scorecards for which target setting is completed by due date) / (Total number of IPMS scorecards)		Internal reports, input from Corporate office

		IPMS		% of IPMS scorecards for which achievement review completed and sent to corporate office by due dates		(Total number of IPMS scorecards for which achievement review is completed by due date) / (Total number of IPMS scorecards)		Internal reports, input from Corporate office

		FPMS		Timely preparation/ submission review of FPMS reports to the Corporate Office		Marks will be given based on variation from target date. If completed on time, maximum marks will be given. Delay by one week will lead to reduction of marks by 20.		Internal reports, input from Corporate office

		Staff		Disbursement of allowances, incentives and awards to sales personnel to increase the sales volume		Average time taken for Disbursement of allowances, incentives and awards to sales personnel to increase the sales volume		Internal reports

		Promotion		% of people for which the time bound promotion process is completed in time  for non - executives & Executives (by December 31)		Number of people for which the time bound promotion process is completed in time  for non - executives & Executives (by December 31)/Total number of people for which the time bound promotion process is to be  completed in time  for non - executives & Executives (by December 31)		Internal Report

		Summer Training		Revenue earned agasint the target set by circle office by summer training  (Rs.  in lacs)		Total Revenue earned agasint the target set by circle office by summer training  (Rs.  in lacs)		Internal Report

		Timely completion of  Retirement cases		% of the supernuation cases or VRS cases of officers or officials settled at the time of retirement		Supernuation cases or VRS cases of officers or officials settled at the time of retirement /Total supernuation cases or VRS cases of officers or officials to be settled.		Internal Report

		Welfare Activities		No. of Employees whose  data(training, qualification,postings etc.) is updated in HRMS as a  %age of total employees in SSA		No. of Employees whose  data(training, qualification,postings etc.) is updated in HRMS / Total employees in SSA		Internal reports, input from Corporate office

		Promotion		% of people for which time bound promotion process is completed in time for Executives and non-Executives		Number of people for which time bound promotion process is completed in time for Executives and non-Executives/Total number of people for which time bound promotion is to be processed ( for Executives and non-Executives )		Internal reports, input from Corporate office

		Financial		Reduction in staff and administrative expenses(in %)		Reduction in staff and administrative expenses (Actual Vs. Planned)		SSA level financial statements

		Legal		Timely disposal of Arbitration cases(within stipulated time)		Arbitration  cases disposed of (within stipulated time)/Total Arbitration cases to be disposed.		Internal Report

		Legal		Timely preparation and submission of replies/comments to Advocates/Legal notices		Rating will be given based on percentage of replies/comments to Advocates/Legal notices submitted on time.		Internal Report

		Misc		Timely disposal of MOC/PG/VVIP cases(within stipulated time)		MOC/PG/VVIP cases disposed of (within stipulated time)/Total MOC/PG/VVIP cases to be disposed.		Internal Report

		Misc		Timely disposal of  Parliamentary Questions cases(within stipulated time)		Rating will be given based on percentage of Parliamentary Questions cases disposed within stipulated time.		Internal Report

		Misc		Actual departmental condemned vehicle scrapped in time as a %age of  such vehicles planned to scrap		Actual departmental condemned vehicle scrapped in time/Total vehicles planned to be scraped.		Internal Report

		Misc		Timely floating of  Tenders and their finalization for House keeping, vehicle,forms etc. (within stipulated time)		Timely floating of  Tenders and their finalization for House keeping, vehicle,forms etc. (within stipulated time) ( Delay in days)		Internal Report





 CSC

		KPI Bank for  the Executives in CSC role in SSA

		Dimension		KPI		Definition / Formula		Source of data / information		Target to be set by		To be reviewed by

		Financial		Revenue from sales in CSCs (Rs. cr.)		Revenue generated from sales in CSCs (Rs. cr.)		Internal reports		SSA CFA head and SSA CM head in consultation with respective CSC Head at SSA		SSA CFA head and SSA CM head in consultation with respective CSC Head at SSA

		Customer / Market		Number of leads generated at CSCs for Landline, Broadband		Number of leads generated at CSCs for new LL or BB connections		Internal reports

		Customer / Market		Number of SIMs sold at CSCs		Total number of new SIMs sold at the CSC		Internal reports

		Customer / Market		Value of recharge vouchers sold at CSCs		Total value of recharge vouchers sold at the CSCs		Internal reports

		Customer / Market		Customer satisfaction level at CSCs (Scale of 1 to 5)		Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors including (but not limited to): (1) Responsiveness of staff to customer requests – change of address, change of plans, disconnection, etc. (2) Knowledge of the people in the CSC about products and plans (3) Availability of tariff plans and information brochures in the CSC (4) Availability of products in the CSC (5) Implementation of queue management systems – e.g. token systems (6) Behavior and attitude of the staff (7) Cleanliness of the centre		Survey conducted at CSCs

		Customer		No. of customers counselled to be  retained in BSNL who visit CSC to close connections(in %)		No. of customers counselled to be  retained in BSNL/Total no of customers visited  CSC to close connections		Internal reports

		Operations		Average time spent in queue by customers (in minutes)		Average time spent in queues by customers (in minutes)		Survey conducted at CSCs

		Operations		% of CSCs revamped with new products like 3G, other changes as planned (% actual vs. planned)		Number of CSCs where new services have been made available (like 3G), other changes have been introduced as planned / Number of CSCs where new services were planned to be introduced		Internal reports

		Operations		Number of  inspections of CSCs  carried out as a %age of total CSCs		Number of inspections of CSCs  carried out/ Total number of  CSCs		Internal reports

		Operations		Number of bills collected per month/number of cash counters in CSCs		Number of bills collected per month/number of cash counters in CSCs		Internal reports

		Operations		% of customer requests (change of address, change of plans, disconnection etc.)carried out within norms		Rating based on variation in target time.		Internal reports

		Operations		Number of Transactions per conuter per month		Rating based on variation from target.		Internal reports

		Operations		Sale of all products through sanchar soft  per month		Sale of all products through sanchar soft  per month (Actual Vs. Planned)		Internal reports

		Operations		Waiting time in queue during the pay by due dates(based on survey feedback)		Waiting time in queue during the pay by due dates (based on survey feedback)		Internal reports

		Operations		Number of activities under adoption of new services through CSs per month		Actual Vs Planned		Internal reports

		Customer feedback on qualitative aspects		Average of rating given on a scale of 1 to 5 by customers. Customer survey to include factors(but not limited to)		Subjective assessment on the basis of customer survey		Survey conducted at CSCs

				(i) Availability of tariff plans and information brochures in the CSC

				(ii) Availability of products in the CSC

				(iii) Behaviour and attitude of the staff

				(iv) General ambience of the CSc

				(v) Availability of staff at CSC
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