
Restructuring Cell, Corporate Office,
8"' Floor, Bharat Sanchar Bhavan,
Janpath, New Delhi-1 10001
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BHAHAT $AHCHAR ITIGAIS LIMITEO
(A Govt. of trdia Enterpriso)

No.4-0112010 - Restg.

To

Chief General Managers of
All rerritorial and Non-Territorial relecom circles.
Bharat Sanchar Nigam Limited.

Subject : - Staffing Norms

Sir.

Date 23.04.2010

Please find enclosed a copy of the proposed Staffing Norms for
Executives and Non-executives for difierent units of BSN L viz. Corporate Office,
Territoriaf circles, Non-Territorial circles & ssAs.

2. lt is requested that your comments on the proposed norms and
requirement of executives and non-executives in your Circle at different levels
based on the proposed Staffing Norm? may please be worked out immediately
and furnished to this office by 7th Mav. 2010.

3. This issues with the approval of the competent authority.

g-
2 L l q l l b

(Deepak Agrawal)
Deputy General Manager (Restructu ring)

Enclosure available on BSNL Intranet

Copy to : -

1. CMD, BSNL for kind information please.
2. Director (HR)/Dire9lor (Enterprise)/Director (CM)/Director (CFA)
3. ED (Finance)/ED (CN)/ED (NB)/ED (CA)



Subject: Staffing norms for executives and non executives in

BSNL - Introduction

This document lays out the proposed staffing norms for Executives and
Non Executives in BSNL in different Units. Positional and Workload norms are
defined separately. Positional norms for Corporate Office, Circle Offices and
SSA Offices have been recast as per the new organisation structure. Workload
based norms for executives and non executives in Sales & Marketing in
Consumer Fixed Access (CFA), Consumer Mobil i ty (CM) and Enterprise
business units, Customer Service Centres (CSC) instal lat ion, operations and
maintenance of f ixed l ine, mobile and transmission equipment etc. are given.

Norms for Non-Terrrtorial Circles are also proposed.

Norms for Non executives

Non executives have been grouped into a few principal cadres e.g. TTA,
TOA, TM etc. based on the fact that they constitute the largest chunk and each
principal cadre is assigned to one key job family (e g. sales & marketing,
operations & maintenance, administrat ive support,  etc.).  The grouping of various
non executive cadres into job famil ies is given in Annexure 10.

The Staffing Norms laid out in the enclosed annexures are as follows :-

Executives

. Annexure 1. Positional Norms for Corporate Office
o Annexure 2: Posit ional Norms for Circle Off ice
. Annexure 3: Workload based norms for CMTS Operations and

Maintenance
o Annexure 4'.  Workload based norms for CFA, CM, Enterprise Sales at

Circle
o Annexure 5: Positional Norms for SSA Office
o Annexure 6: Workload based norms for CFA, CM, Enterprise Sales at

SSA
o Annexu re 7 . Workload based norms for installation, operations &

maintenance activities of Fixed Access and Transmission
o Annexure 8: Workload based norms for Customer Service Centres (CSC)
. Annexure 9: Norms for each Non Revenue Circle



Non Executives

o Annexure
. Annexure
. Annexure
o Annexure
o An nexu re
o Annexure
o An nexu re
. Annexure

10: Grouping of non-executive cadres into job families
1 1 . Positional Norms for Circle Office
12:Posit ional Norms for SSA Office
13:Workload based norms for TMs
14:Workload based norms for TTAs
15:Workload based norms for TOAs
16:Workload based norms for RMs
17:Staff ing norms for Sales & Marketing
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ANNE1SRE 9f (i i): NoRMs FoR BRoADBAND NETWoRKS & MPLS Noc

SDE/JTOs requirement for  O & M of NOC/DC

38

I tems Requirement of

SDE/JTOs atSI
No NOC

-t
1
.'l

z

3
4

System Aomtnlstrat lor t  .
provis ioning tvtan n Management /  Technical

Consul tancY to Customers l-)
5

o Gateway Moni tor ing

Q ^ h a r l r  r l a d  [ \ / l t r - a
S e r v g r s / A p p l l c a t l o l l / u a t i l u d b v  l v l d r  r d v s r  I ' s '  r u v v i l v " " ' - '

Level  3 HelPdesk
Network Element Faul t  Management /  NMS

Helpdesk/Customer Faul t  Management

Total

Pro. iect  2.1

2
7
B 1 2

o

' 10

I
1 1

T a f a l
3

12

P r r i o a t  )  )
tu

N p f r t  n r k  A  r l n r i n i s t r a t i o r t

Network Mtce - Huawei
2g eRnSl23 Tier 1/300 r ier  2 and 3000 DSLAM

-t
1 3 Nlo t r i vnrk  [ I t r -a  -  A l r : : te l

l  Lakh DSLAM ports
1 4 Network Mtce - UtStar

Svstem Administrat ion
1 4 Servers  (PMS,  EMS,  SSSC,  SSSS) l

1 6 Secur i tv Mqmt/Scheduled Mtce /DB Administrat ion
Level  3  Helodesk

1 7 Helpdesk/Customer Faul t  Management
a-)

Total 1 0

lv l t r r l totuct '  p lntr  u( t 's i ( ) t t  - .3.0 t lntad 20-04.20I0



Ar . tN t t rY t  lP t r  q f  { i i
l-l I

' ro iec t  3

\e t lvor ldsvstern Adrn in  is t ra t ion

l i rectorv (LDAP) & Messaging & Instant Messaging
q/DS /NIDS/SESA
t-awful lnterception and Anti Abuse

Pre-paid Bi l l ing
EAI
Serve rs/Switches/Con soles/ D N SINTP

Firewal l  /  Load Balancer
Tape Library/SAN Storarge/Switch
EMS/Access Control /Single Sign-on
V M S / I C O M S i S A P - B I
Help Desk system
Web Portal system
Mediat ion
Post  Pa id  B i l l i ng
AAA
Order Management /  Inventory Management

End-End Service I  ntegrat ion/debuggin g

B
21 9

20 1

2 1 I
22 )
23
24
25
26
27 ')
28
29

130
3 1
32
? ?

2
34
35

tt
36 28

53
l o t a l  o I  r r o l e c t  t .  1 .  t -  1 - . .  \ )

Nl u  l t i l r la l '

Netn 'ork  Adln  in  is t ra t ion

Network/Backbone Mtr:e and
r r  t  c \  / l - ) ^  / l  ( f  r t \ I I \  n  Q  /A lha r  can ra rc  l \ I l no

()36
37

Svstem Administration . -
n ing gf  Nq) 'v Services/Requirement

^ - L ^ r . . r ^ r  n r * ^ ^ r n ^ i - t r o c a  -  A n n l i n a t i n n  A d m i n i s l r a t i o n

-l3B
39 \ )U I  f

Level 3 Hglpdesk -
h r . l a 5

40 H e l n r l P S k / (  , 1 l S I O m e f  F a U I I  l v l a l l a L l e l I I U I  l t / / - \ 5 > l D t d r  r u s  t v  I  r v v v  "  
' v " s '  : r -

Total

\ \ ' i -F i  /  \ \ ' i -Nlax

Net lvor l i  Ad nt  in  is t ra t ion

Network
o ^ ^ . . - : 1 . ,  l \ / t ^ m { / Q n h a d r  r l o r l  [ \ / l t n o

l 5

)4 1
42 \ ) t i u t l l  l ( y  l v l V l  I  l t r v v r  r v v u r v v  r Y r \ v v

Systent ;\t l  ln i l t istration
Tar i f f  Plan /  Voucher Mgmt 243

44
")-)

45 7

NORMS FOR BROADBAND NETWORI(S & MPLS NgC
39
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ANNEXURE 9f NORMS F

( ] D N
Netn'or l t  i \d r t t  i  l r  is t rat io l t

47 Network Mtce /  QOS Monitor inq
Secur i ty  Mqmt/Scheduled Mtce

Sl 's tenr  Ar lnr  i  n  is t ra t ion

4B Tari f f  Plan /  Voucher Mqmt I

Servers/Appl icat ion Monitor ing/DB Mgmt I

Level  3 Helpdesk
50 Helpdesk/Customer Faul t  Mqmt 2

5 1 feasiOitr tv Check and Planning & Provis ioning of  New Aervicestnequiremm o

Total 6

Total  required at  NOC for complete O&M act iv i t ies 8 l

l l .  N c I tems Requirement of
SDE/JTOs at

DR - NOC

Pro iec t  I

Netw'orh . , \d tn in ist rat ion

1 Backbone Faul t  Moni tor inq-Cisco
1

z Backbone Faul t  Monitor inq-Juniper
SLA Monitor inq /  Secur i ty Mgmt I

4 Securitv
Svstem Administrat ion

5 Provis ioning Management System /Conf igurat ion Management /  Technical

Consul tancv to Customers
n Gatewav Monitor ing

Servers/Appl icat ion/Database Management/Sched u led Mtce
Level  3  Helpdesk

a Network Element Faul t  Manaqement /  NMS 0

B Helpdesk/Customer Faul t  Manaqement
Total 6

Pro iec t  2 . l

N/ \ \ '  and Svstent  Adt t t in is t ra t ion
v Network Element / Confiquration Management of UtS!q1\BAS/

Svstem Administrat ion
1 0 Provis ioninq Mqmt /  DialVPN Service Mgmt /  Secur i ty Mgryl I

Leve l  3  Helpdesk
1 1 Backbone Faul t /  Helpdesk/Customer Faul t  Management o

Total 2

Pro iec t  2 .2
Netrvork  Ad nt  i r r  is t ra t ion

1 2 Network Mtce - Huawei
23 BRAS/23 Tier 1/300 Tier 2 and 3000 DSLAM

1 3 Network Mtce - Alcatel
l  Lakh DSLAM ports

1 4 Network Mtce - UtStar I

Svstem Administrat ion
1 4 Servers  (PMS,  EMS,  SSSC,  SSSS) I
t o Secur i tv Mqmt/Scheduled Mtce /DB Administrat ion

Level  3 Helpdesk
4 a
t t Helpdesk/Customer Faul t  Manaqement I

Total 5

OR BROADBAND NETWORKS & MPLS NOC
40
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ANNEXURE 9f :  NORMS FOR BROA

Pro iec t  3
Netrvorl i /Svstem Ad rn inistrat ion

1 8 Directorv (LDAP) & Messaqinq & Instant Messaqing
I1 9 H I D S / N I D S / S E S A

20 Lawful lnterception and Anti Abuse
21 Pre-pa id  B i l l i nq

l22 EAI
23 Servers/Switches/Consoles/ D N S/NTP
24 Firewal l  /  Load Balancer

325 Tape Librarv/SAN Storaqe/Switch
26 EMS/Access Control /Sinqle Siqn-on
27 V M S / I C O M S / S A P - B I

2
28 He lp  Desk
29 Web Portal
30 Mediat ion

l-)31 Post  Pa id  B i l l i nq
32 AAA
33 Order Manaqement /  Inventorv Manaqement

234 End-End Service Inteqrat ion/debuqqinq
? 6 Webhost inq & Colocat ion

Level  3  Helpdesk
? A Level  3 Helpdesk and Customer Faul t  Manaqement U

Total 1 6

T o t a f  o f  P r o i e c t  ' 1 , 2 . 1 , 2 . 2 ,  3 29

NI u l t in ln l '
Net rvork  Adrn i  n  is t ra t ior t

36 Network/Backbone Mtce and QOS Monitor inq 3
37 EMS/PMS/N MS/Other servers Mtce

Svstem Administrat ion
38 Feasibi l i tv  Check and Planninq & Provis ioning of  New Services/Requl lq l ler l l )
39 Scheduled MtceiDatabase -  Appl icat ion Administrat ion

Level  3 Helpdesk
40 Helpdesk/Customer Faul t  Manaqement/Assistance to Node ]nsls lge

Total 6

Total  reouired at  DR for complete O&M act iv i t ies on single shi f t 35

DBAND NETWORKS & MPLS NOC
47
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ANNEXURE 9f  ( i i ) :  NORM

i l  N c I tems Requ i rement  o f
SDE/JTOs at
Data Center

Pro  iec t  I

Net lvork  Ad nt  in is t ra t ion
1 Backbone Faul t  Monitor ing-Cisco )

z Backbone Faul t  Monitor inq-Juniper 0

3 SLA Monitor inq /  Secur i ty Mqmt ( l

4 Secur i ty U

Svstem Administrat ion
5 Provis ioning Management System /Conf igurat ion Management /  Technical

Consul tancv to Customers ( )

o Gatewav Monitor inq 0

Servers/Appl icat ion/Database Manaqement/Sched u led Mtce 0

Level  3 Helpdesk
I Network Element Faul t  Manaqement /  NMS o

B Helpdesk/Customer Faul t  Management o

Total 2

Pro iec t  3
Network/Systent  Adln  i t r  is t ra t ion

o Directorv (LDAP) & Messaqing & Instant Messaging
21 0 H/DS /NIDS /SESA

11 Lawful lnterception and Anti Abuse
12 Pre-paid Bi l l inq

21 ? EAI
1 4 Servers/Switches/Consoles/ D N S/NTP
1 5 Firewal l  /  Load Balancer

)
1 6 Tape Librarv/SAN Storaqe/Switch
1 7 EMS/Access Control /Sinqle Siqn-on
1 B V M S / I C O M S i S A P . B I
1 9 Help Desk
20 Web Portal
21 Mediat ion
22 Post  Pa id  B i l l i nq
23 AAA
24 Order Manaqement /  lnventory Management
25 End-End Service Inteqrat ion/debugging
26 Webhost inq & Colocat ion

Level  3 Helpdesk
27 Level  3 Helpdesk and Customer Faul t  Management )

Total 1 0

i \ l  u l t in lav
N etw'ork Ad nr i n istrit iorr

28 Network/Backbone Mtce and QOS Monitor ing )

29 EMS/PMS/NMS/Other servers Mtce ( )

Svstem Administrat ion
30 Feasrbil i lv Check and Planninq & Provisioning of New Servlqesfiegtl ( )

3 1 Scheduled Mtce/Database -  Appl icat ion Administrat ion (,)

Level  3 Helpdesk
32 f te tpOesVC ustomer  Fau l t  Management /Ass ls tance to  Node-  |  n I

Total 3

O&M act iv i t ies on single shi f t  (

for  suoport inq 5 Mi l l ion Customer Base)
1 5

ORMS FOR BROADBAND NETWORKS & MPLS NOC
42
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ANNEXURE poslTloNAL NORMS FOR NON EXECUTIYESIt ' l  ! ]RCLE OFFICE

Plann ing  & lT

l C n r e f  O f f r c e  ( D a k  D r s p a t c h - 1 ,  T e c h n l c a l  m a t t e r s - 1 ,  H R & A d m r r l - 1

E . E .  O f f i c e  { D t v r s t o n )  { C a s h i e r - 1 ,  A u d r t o r ' - 2 ,  d a k  d i s p a t c h - 1 '  H R & A d m l n - i

1 )

S u p p o r t  s t a f f  t o  C i r c l e  h e a d

t  t t . f f to  SAG leve l  o f f i cer  o ther  tha  C i rc le  head

S u p p o r t  s t a f f  t o  J A G  l e v e l  o f i c e r  o t h e r  t h a n  C i r c l e  h e a d

Suppor t  s ta f f  to  5TS leve l  o f f rcer
t  s t a f f  t o  S D t ( P u b l i c  d e a l r n g )  o f f i c e t

u p p o r t  s t a f f  t o  P I O / A p p l e t e  a u t l r o r i t Y  f o r  R I I  c a s e s

P a r l i a m e n t o r v  Q u e s t r o n

T e l e o h o n e  A d v i s o r v  C o r n m i t t e e / M  P  C o m m l t t e e

N e t w o r k  M o n i t o r i n g

R u r a l  D E L

C M T S , W L L , B r o a d b a n d  a n d  N T  ( 1  S r .  T O A  f o r  e v e r y  1 0 0 0  s a n c t r o n e d

e s t i m a t e s  a n n u a l y  i t t  e a c h  c a s e

M M  -  P r o c u r e m e n t s  ( T E C  t t e m s ,  t e l e c o m  f a c t o r y ,  B S N L  U Q  i t e t n s )

M M  s t o r e s  (  2  5 r  T O A  a n d  2  R M  f o r  e a c h  w a r e h o u s e  a n d  o n e

a d d i t i o n a l  S r T O A  a n d  R M  f o r  l e a v e  r e s e r v e  a n d  O n e  T l  A  p e r  s t o r e  )

Sarne wi l l  be appl icable for  CMTS i f  t .putgIu ly . !9 !o"" / : lo l t

D a k  R e c e i v e  a n d  D i s p a t c h  ( o n e  S r T O A  f o r  u p t o  5 0 0  d a k  d a i l y  a n d

d d i t i o n a l  o n e  S r T O A  f o r  e v e r y  5 0 0  d a k  t h e r e a f t e r

T r a n s f e r  P o s t i n g  '  s t a f f  g r i e v a n c e s

S R / P e t s o n a l  C l a i m s / W e l f a r e  ( M i n i m u m  o n e  S r  T O A  u p t o  s t a f f  s t r e n g t h

o f  5 0 0  a n d  a f t e r  e v e r y  5 0 0  s t a f f ,  o n e  a d d i t r o n a l  S r T O A  S t a f f  s t r e n g t h

w i l l  b e  c o u n t e d  a s  l X s t r e n g t h  i n  c i r c l e  o f f i c e  +  0 . l X s t r e n g t h  o f  s t a f f

o t h e r  t h a n  c i r c l e  o f f i c e .

P e r f o r n r a n c e  &  A C R

P r o m o t r o n s / D P C  ( L o c a l  O f f i c i a t i n g ,  a d h o c ,  t i m e  b o u n d  u p g r a d a t i o n ,

n f s p ) ( 1  f o r  e x e c u t i v e  a n d  1  f o r  n o n  e x e c u t i v e )

R e c r u t t t n e n t

E s t a b l i s h m e n t  ( S t o r e - 1 ,  u n i o n  i t e m s ,  t e n d e r s ,  l o c a l  p u r c h a s e - 1 ,

m a i n t e n a n c e  o f  o f f i c e s  a n d  v e h i c l e - 1 ,  s t a f f j u s t i f i c a t i o n  3 )

l a n c e  ( l n v e s t i g a t i o n ,  D i s c i p l i n a r y ,  A p p e a l )

C o n f i d e n t i a l  D A K

T R  c o m p u t e r  w o r k  { n o  n o r m  i s  d e f i n e d  a s  o u t s o u r c i n g  w i l l  b e

e c o n o m i c a  l )

C o r p o r a t e  A c c o u n t s

E s t a b l i s h m e n t  ( P a V  f i x a t i o n ,  s e r v t c e  b o o k ,  i n c r e r n e n t  e t c .

F i n a n c e  a d r n i n i s t r a t i o n  i n c l u d i n g  d a k  d i s p a t c h

B a n k  A c c o u n t s  a n d  B R S

P e n s i o n  C a s e s

D o T  C l a i r n / M i s c e l l a n e o u s  S c h e d u l e

F i x e d  A s s e t  a n d  W I P

T R  ( W i r e d ,  W i r e l e s s  a n d  n o n  c o n v e n t r o n a l )

N o n  e x e c u t i v e  r e q u i r e d  o n l y  1 ' o r  i n v e n t o r y  I n a n a g e m e n t  v i z .  S l M ,

Recharge Coupan e tc .  Apar t  f ro rn  i t  on ly  suppor t ing  s ta f f  i s  jus t i f ied

N o n  e x e c u t i v e  r e q u t r e d  o n l y  f o r  i n v e n t o r y  r n a n a g e m e n t  v l z

b a n n e r , p o s t e r , c a l e n d e r , d i a r y  e t c .  A p a r t  f r o m  i t  o n l y  s u p p o r t i n g  s t a f f  i s

B u s i n e s s  D e v e l o p m e n t  E s t i r n a t e / D o c u m e n t a t r o n / R e c o r d  l ( e e p i t t g

P r o c u r e m e n t  t h r o u g l r  e m p a n e l l e d  s y s t e m  i n t e g r a t o r / p a r t i c i p a t i o n  i n

t e n d e r / e n t e r o r i s e  s o l u t i o n  O n e  T T A  a n d  o n e  R M  a t  H . Q  a n d  o n e  T T A

a n d  o n e  R M  f o r  e v e r y  1 0  S S A .

C h i e f  O f f i c e  ( D a k  D i s p a t c h - 1 ,  T e c h n r c a l  I n a t t e r s - 1 ,  e s t a b l i s h m e n t - 1 ,

H  R & A d m i n - 1

5 E  O f f i c e  ( D a k  D i s p a t c h  1 ,  H r & A d r n r n ' 1 ,  t e c h n i c a l  m a t t e r s - 1 )

S E  O f f i c e  ( D a k  D r s p a t c h - i .  H r & A d m r n - 1 ,  i e c h n r c a l  m a t t e r s  1 J

E . E .  O f f i c e  ( D i v i s i o n )  ( C a s h i e r - 1 ,  A u d i t o r - 2 ,  d a k  d i s p a t c h - 1 ,  H R & A d m t n -

E I  ect r ica i

S u b  d r v r s r o n  o i f i c e

lv l tr  r  1t1t71,1't '  l lntr . tu'si  ()n -,1,0 r lntct l  20.04.201 0
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addit ional one for everY 1000

or part thereof.
HR package-Data feeding and

updation of records

one sr.ToA upto staff strength of '1000 and additional one for every 1000

or part thereof

f " tp  Advances,  lmPerest ,  ACE-2

bil ls, Preparation of JV, working exp'

dit ional one for every 500 or

part thereof.
Compilat ion of TBL data feeding
related works (basic & CMTS)

One Sr.ToA upto staff strength of 500 and additional one for every 500 or

art thereof.

gRs-Cotlect ion & oPeration of al l
bank accounts inc luding CMTS

liason with Bank. Sett lement of

ATD/ATC and their accounti

one sr.ToA upto 25000 l ines and addit ional  one for every 50000 or partfreparation of remittance challan &
remittance to bank related data
feedi

Consider ing CDR
defined. However
norms defined for

based bi l l ing in near future'  norms are not being
unt i l l  then outsourcing as per requirement in addi t ion to

CSC mav be considered.

Print ing of bi l l  register, dif ferent

types of report,bi l l  dispatch, review

and correspondance of unaddressed
and CIC numbers,  heavY cal lers  and

b i l l  p r in t ing
one SrTOA per  10000customersWlt+mobi le+ LL+ B.  B.  +Leased L ine)

subject to minimum 3 i n  SSA and  max imum 20  in  SSA
Commercia l  and CSC

nd '100000 prepaid customers or part

thereofRecord KeePing
telonging to at least one in each

franchisee areaMarketinq team

One Sr.  TOA per  OneCal l  Centre
addit ional fot eugty 40000 l ine'Outstanding Pursui t  cel l

ih and one addit ional SrTOA for

1250 cases per month ot fract ion thereEMC, Insurance and Refund
and one addit ional SrTOA for leave

M M-Store

54
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