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Mahanagar Telephone Nigam Ltd.
(A Government of India Enterprise)

No. MTNL /CO/Dir-HR/2013
August 20, 2013

1. The Executive Director, MTNL Delhi / Mumbai
2. The CGM, Wireless Services, New Delhi
3. All Officers in Corporate Office

Sub: Increase in revenue

I am enclosing an appeal by CMD, MTNL to all the employees regarding increase of revenue -
by %500 Crores this year over the last year. Based on our Management Committee
decision, the 7 Point Action Plan formulated for increase of revenue is also enclosed.

Let us work on it and give it a wide circulation among all the employees / Unions /
Associations.

Any suggestion for increasing the revenue can be mailed to me at hrmtnl@gmail.com.
A tutor account @hrmtnl.com has also been opened where we will be periodically
sharing the information. -

SUNIL KUMAR
Director (HR)

Encls: As stated above
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A. K. GARG August 20, 2013

Chairman & Managing Director
Dear Friends:

You will be encouraged to know that MTNL has started showing an
upward trend in terms of revenue. The discussions on restructuring with
government on all issues like Pension, BWA spectrum refund etc. is
being perused vigorously. We are also taking all the medium and long
term efforts to put the company back in shape. Coupled with these
efforts, we need to increase revenue this year over last year by about
15% i.e. I500 Crore by optimally utilizing existing resources and spare
capacity available with us. This will not only put us on the fast track of
recovery, but also restore confidence of customers and stakeholders in
us.

A seven point action plan has been formulated by the management
committee to achieve the same. The details are enclosed with this letter.
Friends, time has come to tighten our belt and start working on the
agenda of increasing revenue. Spread this message. Each and every
one of us is a part of the system and has to contribute. The best way to
contribute is to do things whatever you can with full dedication. Talking
politely to the customers with a good intention to serve them is definitely
within our control.

Wish you all a very Happy Rakshbandhan.

To all the Employees of MTNL.
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Seven points Action Plan
For increasing Rs 500 Crore MTNL Revenue

et us work together to increase revenue by Rs 500 Crore in 2013 — 14 over last year. The

tentative break up for each line of business is: Landline - 75 Crore; Broadband - 200 Crore;

Mobile - 100 Crore; Enterprise Business - 75 Crore; Asset Monetization / MTL - 50 Crore;

This revenue we have to increase from existing resources and spare capacity available.

1. Fault Restoration.

a.
b.

C.

Make 198 / Fault resolution services fully effective.
Let us try all fault in clearance same day.

Some services should also be available on odd hours / Sundays / Holidays.

2. Generate Demand.

o

h.

Advertise (Sticker on exchange buildings / CSCs / Pole / Pillar, Pamphlets on
their letterbox / Cable TV /FM Radio etc.) of availability of Landline and
Broadband connections on demand in feasible areas.

Position Broadband with WiFi as connectivity for Laptops / Smartphone for
increasing market size, thus demand.

Aggressively Market Centrex Facility

Simplifying Bill Payment system.

Launch Pre-paid facility.

Open Demonstration Center in CSC, particularly for Broadband.
Provisioning within 3 days for feasible cases. Intimate timeframe to customer in
non-feasible cases.

Customer requests, where no outdoor work is involved, such as BB speed

upgradation, address change, name change etc. in hours not in days.

3. Make efforts for Increasing MOU (Minutes of Usage).

a.

Take action for Upgrading Plans especially for Broadband as per customer usage
patterns.

Watch regularly zero meter cases on weekly basis and analyze.

Aggressively Market PRI Circuits.

Selling FLPP Cards (Now with Personalized PIN) at doorsteps.



Seven points Action Plan
For increasing Rs 500 Crore MTNL Revenue

4. Watch Performance BTS wise.
a. Revenue
b. Traffic
c. Call Completion Rate.
d. Uptime.
e. BTS getting rebooted each day due to power problem — Once / twice or More

than twice.

5. Customer Care
a. Uniform Experience across Channels - Sanchar Hats / Web Site / Call Center /
Franchisees.
b. Fix the ownership of customers on these channels. Display their names / contact
details to the customers.

¢. Implement automatic escalation mechanism.

6. Enterprise Business :
a. Institutionalize the working of EB I/ EB II / SDA / SOHO quickly.
b. Implement the pending work orders as per agreed Service Delivery Schedule.
¢. Start focusing on cases in pipelines more vigorously.
d. Keep your best staff for selling and customer care
e. Offer Total IT and Telecom Solutions.

f. Develop MTL as NI/SI and offer all non-telecom solutions through it.

7. Asset Monetization
a. At Both Delhi and Mumbai form a team.
b. Take stock of all properties
c. Identify likely quick win cases

d. Get monetized by actively using consultant.
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Chairman & Managing Director
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