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1. Aspiration Driven Transformation (ADT)
1. When was the New Economic Policy framed? State its features?

Ans: 1991. Liberalization, Privatization and Globalization. 
Opening up of Telecom service sector (Mobile – metros).
2. When was National Telecom Policy framed? State its aim?

Ans: 1994. Private sector to supplement Government. Provide world class telecom service at affordable cost. 
3. In FY 2008-09 BSNL earned maximum revenue from which of the following services? 

a.Landline b.Mobile c. Broadband d. Circuits
Ans: b. Mobile 
4. What is SWOT analysis?

Ans: It is decision making tool

5. Full form of SWOT analysis is
a. Strength, Weakness, Opportunities and Threats
b. Strength, Weakness, Operation and Thrusts

c. Strength, Weakness, Operation and Threats

d. Strength, Weakness, Opportunities and Theories
Ans: Strength, Weakness, Opportunities and Threats
Details of 6 Projects under the Head Shikhar
	Sl
	Name of the Project
	Associated  with
	Focus on

	1
	Udaan 
	CFA
(LL&BB)
	Retain old customer, increase of revenue from existing customer, get new customer

	2
	Dosti
	PCO
	For PCO promotion & PCO relationship servicing agent.

	3
	Vijay
	CM
	Marketing of Mobile Services

	4
	Kuber
	Billing & Collections

EW/EWS
	(i) Revenue assurance & Key Customers

(ii) Timely Billing and Collection of circuits

	5
	Sanchay
	Savings
	(i) Savings

(ii) Fuel cost saving

(iii) Cutting down operational expenses on Infrastructure.

	6
	Smile
	CSC
	Customer Care


6. The ADT was focusing for the year  
(OR) Shared aspiration for BSNL is targeted by the year
(OR) As per Project Shikhar, BSNL wants to be a leader in India by
a.2012 b) 2015 c) 2013 d) 2011

Ans: c) 2013

7. What is the function of TMO (Transformation Management Office) ?                                   2
Ans: It is doing the restructure.

8. As per the findings of BCG, the reason for lack of focus of the people was mainly because of

a) Too broad structure b) Large infrastructure c) Lack of shared vision d) Inefficient processes.

Ans:- c. Lack of shared vision
9. The initiative as the result of ADT is known as:

a.Project Udaan b.Project Dosti c.Project Shakti d.Project Shikhar

Ans: d. Project Shikhar

10. The improving the marketing of Mobile Services was focused through

a.Project Dosti b.Project Vijay c. Project Sanchay d. Project Uday

Ans: b.Project Vijay 
11. In Phase I of the Project Shikhar, the initiative focusing on Revenue Assurance and Key Customers has been nicknamed as

a.Project Sanchay b.Project Dosti c. Project Kuber d. Project Udaan

Ans: 

12. For ensuring timely billing project name is

a. Kuber  b. Sanchay c. Udaan d. Dosti
Ans: a. Kuber
13. In Phase I of the Project Shikhar, the initiative focusing on fuel cost saving has been

nicknamed as

a.Project Sanchay b.Project Dosti c. Project Kuber d. Project Udaan

Ans: a. Project Sanchay

14. In the new restructure, the Long Distance Networks are brought under:
a) Dir CFA b. Dir Enterprise c. ED NB d. ED(CA)

Ans: b. DIR Enterprise
15. Savings on operational expenses on infrastructure monitored through

a. Project Kuber b. Project Vijay c. Project Dosti d. Project Sanchay

Ans: d. Project Sanchay

16. The Transformation Management Office(TMO) at BSNL HO is headed by
a.GM (CA) b. GM(TR) c. GM(Restructuring) d.GM(SR)

Ans: c. GM (Restructuring) (Note: also known as Corporate Restructuring)
17. The transformation Management office at BSNK HO is handled by _________________. 

(GM (Corporate Restructuring))
18. KPI stands for
a.Key Performance Identification b. Key Productivity Indicator

c.Key Performance Indicator d. Knowledge & Performance Indicator

Ans:c. Key Performance Indicator

19. Which one of the following is a shared functionality throughout the organization?

a. CFA b. HR c. CM d. NB

Ans: b. HR

20. What is the management tool used for monitoring the performance of a unit
a.BBSC b. IPMS c.KRA d. GPMS

Ans: d. GPMS
21. As part of Project Shikhar, the project Sanchay is concerned with

a. Fuel cost b. Ensure timely billing of circuits c. PCO service relationship agency concept d. none of these

Ans: a. Fuel cost
22. Project Sanchay is concerned with                                                                                      3
a. Billing and collections b. Market retail survey c. Savings d. Sales and alliances

Ans: 

23. The  term CM stands for   ----------     Ans: Consumer Mobility

24. The term GPMS stands for -------  Ans: Group Performance Management System

25. The term KRA stands for --------    Ans: Key Result Area / Key Responsibility Area

26. The term KPI stands for    -------    Ans: Key Performance Indicator(s)

As per the data available for Sep 2009, the overall market share of BSNL is
15% b. 16 % c. 17% d. 18%

Ans:
 Up to 2007 what was the Vision and Mission of BSNL?

Vision: To become the largest telecom Service Provider in Asia.

Mission:

i.  To provide world class State-of-art technology telecom services on

    demand at competitive prices.

ii. To Provide world class telecom infrastructure in its area of operation and

     to contribute to the growth of the country's economy
For identifying and introducing the desired change an _____________ was appointed in the year ________________.  ( International consultant (i.e) M/s BCG, 2008)
27. BSNL’s  market share as well as profitability has shown a declining trend due to the factors such as _________________, ___________________, (____________,_______________,____________ & legacy process. 

(Lack of shared vision among employees, Inability to see big picture, Too broad structure, Lack of documented role, responsibility and accountability matrix )
28. ADT process in 2008 titled ________________ is launched in year 2008.( Project Shikhar)
29. In phase II of project Shikhar ______________ has been implemented.( New org structure across the organization).

30. In phase I  of project Shikhar, various initiatives in the form of pilots ________________, __________, ____________________ launched.( Vijay, Dosti, Udaan, Sanchay and Kuber)

31. The improving of the marketing of Mobile services was focused through _____________ project. ( Project Vijay)

32. In the new structure the long distance Network s brought under _____________.

33. Savings on operational expenses on infrastructure monitored through project _____________. (Sanchay)

34. Ensuring timely billing and collection of circuits is concentrated through project _______________. (kuber)
TRAI stands for Telecom Regulatory Authority of India.

TRAI was formed in the year 1997. 

The main role of TRAI is to protect consumer interest.
TDSAT stands for Telecom Dispute Settlement Appellate & Tribunal.

TDSAT was formed in the year 2000. 
UASL stands for Unified Access Service Licence. 

NTP stands for National Telecom Policy.

BSNL realized maximum revenue through Mobile Services during the financial year 2008-09.

According to Mckinsey 7 S frame work, the basic premise of the model focuses on 7 Nos of internal aspects of an organization, that need to be aligned, if it is to be successful.

Soft Elements are no as important as the hard elements , if the organization is going to be successful. [ FALSE- They are also important in order that the organization is successful].

SWOT stands for STRENGTH, WEAKNESS, OPPORTUNITY & THREAT.

Project Vijay aims at improving sales and distribution for mobile business to capture more market share.

The project aimed at tapping and strengthening PCO business is called Dosti.

The project that concentrates on improving landline and broadband business is called Udaan.

Project Kuber aims at revenue assurance and key customers.

The project that concentrates on saving of fuel cost and inventory management is called project   sanchay.

Projects at a glance:-

Project vijay……………………

Consumer Mobility

Project Udaan
……………
Broadband & Landline

Project Kuber
………….

Outstanding collection, Revenue Assurance, Billing

Project Dosti 
…………

PCO Business

Project Sanchay
…………..

Operation, efficiency (Savings)

TMO stands for Transformation Management Office.

Project Vijay is for improving Mobile services.

Consumer Mobility is associated with Project Vijay.

For improving broadband business and landline, BSNL has created a project called Project Udaan

PCO retention is the main aim of project DOSTI.

Project Kuber-I ensures timely billing of Leased Circuits.

Project Kuber-II focuses on bad debts recovery.

Saving on fuel cost is achieved by Project Sanchay.

PSRA stands for PCO Service Relationship Agency Concept.

As part of Aspiration Driven Transformation, it was decided to restructure BSNL setup for realizing its shared dream by  the year 2013.

ADT stands for Aspiration Driven Transformation.
	Sl
	TERM
	Expansion

	1
	M/s BCG
	M/s Boston Consultative Group

	2
	BSNL HO
	BSNL Head Office

	3
	BU
	Business Unit

	4
	C&M
	Coordination & Monitoring

	5
	CFA
	Consumer Fixed Access

	6
	CM
	Consumer Mobility

	7
	CMD
	Chairman and Managing Director

	8
	CSC
	Customer Service Centre

	9
	CVO
	Chief Vigilance Officer

	10
	EB
	Enterprise Business

	11
	ED
	Executive Director

	12
	FoS
	Feet on Street

	13
	GPMS
	Group Performance Management System

	14
	HR
	Human Resources

	15
	IT
	Information Technology

	16
	JD
	Job Description

	17
	KPI 
	Key Performance Indicator

	18
	KRA
	Key Result Area /Key Responsibility Area

	19
	MIS
	Management Information System

	20
	NB
	New Business

	21
	PCO
	Public Call Office

	22
	SSA
	Secondary Switching area

	23
	SWOT
	Strength, Weakness, Opportunities and Threats

	24
	TDSAT
	Telecom Disputes Settlement & Appellate Tribunal

	25
	TMO
	Transformation Management Office

	26
	VAS
	Value Added Services


2. INTERPERSONAL RELATION (IPR)
1. IPR is based on --------       Ans: needs

2. State three categories of IPR --------    Ans: powerful, mild & poor

3. Interpersonal relations can be improved by

a. Call people by name b. Talk in terms of other people’s interest c. smile d. all of these

Ans: d. All of these
4. The IPR may be divided in following three categories (tick the right option)

a. Powerful, good and poor b. Powerful, nice and poor c. Powerful, mild and poor d. Powerful, mild and good

                    Ans: c. Powerful, mild and poor

5. IPR increases 
a. Efficiency b. effectiveness c. productivity d. all

                    Ans: d.all

             6.    Which among the following is not a skill required for building interpersonal relations

                    a. Assertive communications b. Negative attitude c. Conflict management d. Build trust

                    Ans:

7. IPR develop and maintain                                                                                         5
                          a. Trust b. Negative feeling c. De-motivation d. Lower productivity

                          Ans: a. Trust

8. IPR creates ----------           Ans: Human Network
9. Attitudes that affect IPR

a. Anger b. Rude behavior c. annoyance d. closed mind e. all the above

Ans: all the above

The degree of inter-personal relations may be divided into three categories namely, Powerful, Mild and Poor. { remember this sequence as an abbreviation viz  PMP while answering multiple choice questions)

Conflicts must be handled using discussion mode.

Different types of groups are Formal, Informal, Interest, Friendship & Reference.

Basic stages of Group Development are Forming, Storming, Norming and Transference. (Remember this in the form of an abbreviation as F S N T P )
	Sl
	TERM
	Expansion

	1
	IPR
	Inter personal relationship


3. RESTRUCTURING AND RESPONSIBILITY MATRIX IN BSNL

1. Who is the overall leader of BSNL?    -----    Ans: CMD

2. Who are the functional directors available under CMD?

Ans: There are five functional directors available under CMD. They are

1. Director (Consumer Fixed Access) 
             2.    Director (Consumer Mobility) 
             3.    Director (Enterprise)
             4.    Director (HR) & 
             5.    Director (Finance)
3. How many Business Units are available?    
Ans: Four Business Units (BUs) are there. They are

Consumer Fixed Access (headed by a Director)

Consumer Mobility (headed by a Director)

Enterprise (headed by a Director) &

New Businesses (headed by an Executive Director)
4. What are the few critical shared functions in addition to the four business units?

    Ans: They are 1. HR (including Admin, Legal) (headed by Director) &

         2. Finance (Headed by Director, supported by an Executive Director)

5. What are the critical support functions each business unit will also have?

   Ans: They are 1. Finance & 2. IT

Who are the executive directors?


Ans: Four executive directors are available. They are 

                   1.ED (Finance), 

                   2.ED (Wholesale),   

                   3.ED (New Business) & 

                   4. ED (Corporate Affairs)

6. How many territorial circles are available? How many metropolitan districts are available?

Ans: 

i) There are 24 territorial circles. They are classified as Large, Medium and Small. 

They are given below.

	Large
	Medium
	Small

	Sl
	Name of Circle
	Sl.
	Name of Circle
	Sl
	Name of Circle

	1
	Andhra Pradesh
	1
	Assam
	1
	Andaman & Nicobar

	2
	Gujarat
	2
	Bihar
	2
	Chattisgarh

	3
	Karnataka
	3
	Haryana
	3
	Himachal Pradesh

	4
	Kerala
	4
	Jammu & Kashmir
	4
	Jharkhand

	5
	Maharashtra
	5
	Madhya Pradesh
	5
	North East – I

	6
	Rajasthan
	6
	Orissa
	6
	North East – II

	7
	Tamil Nadu
	7
	Punjab
	7
	Uttranchal

	8
	Uttar Pradesh(E)
	8
	Uttar Pradesh(W)
	
	

	9
	West Bengal
	
	
	
	


ii) There are two metropolitan districts. They are Chennai and Kolkata.

7. Apart from the functional board directors, who are directly reporting to CMD?                    6
Ans: They are 

1. ED (CA), 

2. CS (Company Secretary), 

3. CVO (Chief Vigilance Officer) & 

4. GM (C&M)(Coordination & Monitoring)

8. What are the 13 distinct sections Circles have?

Ans: They are 

1. CFA,                             8. Civil 

2. CM,                               9. Electrical

3. Enterprise,                  10. Architect

4. Passive Infra,              11. Vigilance

5. HR,                              12. Commercial & Regulation &

6. Finance,                      13. CSC

7. Business Planning/IT
9. Which roles are defined at SSA restructuring?

Ans: They are

1. CFA,

2. CM,

3. CSC,

4. EB,

5. Finance &

6. Vigilance and HR/Admin/MIS/IT.  

10. Which posts come under dual reporting concept at circle level and in SSAs?

Ans: 1. At circle level, head of CSC and C&R posts have dual reporting (i.e)

to CFA and CM heads.

Similarly 2. In SSAs, the CSC head of SSA has dual reporting to CFA and CM heads.

11. What is the new name of corporate office now?

Ans: Head Office

12. What does KPI stand for?

Ans: Key Performance Indicator

13. What are the four Key Performance Indicators?

Ans: They are 

1. Financial 2. Customer/Market 3. Operations & 4. Employee development

14. As per new structure of BSNL, key account management for enterprise customers is with

a. CFA b. CM c. Enterprise & Wholesale d. HR
              Ans: 
16. Re-structuring of BSNL set-up for realizing its shared dream by _______________ as a part     

      of __________________.  (2013,   ADT)

17. Match the following:

	a. CFA director

b. CM Director

c. EB

d. NB

e. HR

f. Finance
	1. Passive infra sharing

2. GSM WLL CDMA

3.Landline / PSTN

4. Corporate customers , NLD/ILD Network

5. Financial ED

6. Admn- legal


18. The existing circles have been categorized as _____,________, ___________.(SMALL,     

       MEDIUM LARGE)

19.  Re-structuring exercise is a __________ approach. (TOP DOWN) 
The new designation of Director (Operations) BSNL CO, is Director (CFA).

The new designation of Director (C & M) BSNL CO, is Director (Enterprise).

The new designation of Director (HRD) BSNL CO, is Director (HR).

CFA unit will control all PSTN, data switches as well as fixed access media.

Consumer Mobility Unit will control the BTS, BSC, MSC etc.

Enterprise (Business) unit is responsible for the wholesale business undertaken on BSNL’s NLD & ILD network.

Enterprise Business (EB) controls the BSNL’s core network i.e. transmission media assets like OFC, microwave etc.

There will be an Executive Director, responsible for the core network within the business unit of Enterprise Business.

Passive infrastructure sharing and leveraging BSNL’s real estate assets to earn additional revenue are coming under the business unit New Business.

NLD stands for National Long Distance Network.

SOHO stands for Small Office Home Office

Executive Director Corporate Affairs (ED-CA) directly reports to CMD BSNL.

Chief Vigilance Officer (CVO) BSNL, directly reports to CMD BSNL.

Restructuring Exercise is a TOP-DOWN approach.

KRA stands for Key Responsibility Area.

Designing Service Level Agreement (SLA) is a Key Responsibility Area.

KPI stands for Key Performance Indicator.

E & WS stands for Enterprise Whole Sale.

	Sl
	TERM
	Expansion

	1
	ARPU
	Average Revenue Per User

	2
	BFSI
	

	3
	BRAS
	Broadband Remote Access Server

	4
	BSC
	Base Switch Center

	5
	BTS
	Base Transceiver

	6
	BU
	Business Unit

	7
	C&M
	Coordination & Monitoring

	8
	C&R
	

	9
	CDMA
	Carrier Data Multiple Access

	10
	CFA
	Consumer Fixed Access

	11
	CM
	Consumer Mobility

	12
	CMD
	Chairman and Managing Director

	13
	CN
	Core Network

	14
	CSC
	Customer Service Centre

	15
	CVO
	Chief Vigilance Officer

	16
	DSA
	Direct Selling Agent

	17
	DSLAM
	Digital Subscriber Line Access Multiplexer

	18
	E&WS
	Enterprise & Wholesale

	19
	EB
	Enterprise Business

	20
	ED
	Executive Director

	21
	GSM
	Global Satellite Mobile

	22
	HO
	Head Office

	23
	HR
	Human Relation

	24
	ILD
	International Long Distance

	25
	IPTV
	Internet Protocol Television

	26
	ISP
	Internet Service Provider

	27
	IT
	Information Technology

	28
	ITPC
	IT Project Circle

	29
	KAM
	Key Account Manager

	30
	KPIs
	Key Performance Indicators

	31
	KRAs
	Key Result Area/Key Responsibility Area

	32
	MIS
	Management Information System

	33
	MSC
	Main Switch Center

	34
	NCES
	National Centre for Electronic Switching

	35
	NLD
	National Long Distance

	36
	NLS
	

	37
	NOW
	Network Operations

	38
	OFC
	Optical Fibre Cable

	39
	PCO
	Public Call Office

	40
	PSTN
	Public Switched Telephone Network

	41
	RN
	Rural Network

	42
	RO
	Regional Office

	43
	SLA
	Service Level Agreement

	44
	TAX
	Trunk Automatic Exchange

	45
	VAS
	Value Added Service

	46
	WLL
	Wireless in Local Loop


4.CONFLICT MANAGEMENT                                                                                        8
1. Conflict is a problem when it:

a. Hampers productivity

b. Lowers morale

c. Causes more and continued conflicts

d. All the above

Ans: d. all the above

2. Good teams always go through a ---------- period.
a. Form, storm, norm, perform

b. Storm, norm, perform, form

c. Norm, perform, form, storm

d. Perform, form, storm, norm

Ans: a. Form, storm, norm, perform
3. Which one of the following is not a valid Conflict Management Style:

a. Accommodating Teddy Bear b. Avoiding Owl c. Forcing Shark d. None of the above

Ans:
 
5.GROUP DYNAMICS
1. Why do people join Groups?

Ans: Security, Status, Self-esteem, Affiliation, Power & Goal Achievement

2. Which of the following is an appropriate reason for people joining groups

a. Security b. Indifferent attitude c. No self esteem d. None of these

Ans: 
3. What are the basic stages of Group Development?

Ans: Forming, Storming, Norming, Performing & Transference (FSNPT)

4. What is the most effective method of making a group decision?

Ans: Consensus
5. Groups types are 

b. Formal b. Informal c. Interest d. All of these

             Ans: d. all of these

An effective group is

Flexible b. High degree of communication c. able to initiate d. all of these

Ans: d. all of these

Decision strategies are
Authority decides b. majority vote c. consensus d. all

Ans: d. all
Which is not a decision strategy for a group:

Authority decides b. Majority vote c. Consensus d. Contemplation

Ans: d. Contemplation 
Three different styles of leadership are autocratic, participative and free-rein (delegative).

Yelling, using demeaning language, leading by threats and abuse of power are not categorized as authoritarian style but it is an abusive, unprofessional style of leadership.
When employees are involved in decision making, it is known as Participative leadership.
When the leader allows the employee to make the decision, then the leadership is known as delegative (free-rein).

6.ROLE OF MANAGER


1. Manager is responsible for planning, directing, monitoring and controlling the people and their work

2. Manager is responsible for making things happen

3. Few job aspects of a manager are                                                                                                           9
    1. Manager of outcomes

    2. Manager as coordinator

    3. Manager as commander

    4. Manager as facilitator

    5. Manager as coach

    6. Manager as politician

4. Manager has three sources of power

1. Authority of office


2. Knowledge


3. Personality & persuasive power

7. LEADERSHIP AND TEAM BUILDING

1. What are three different styles of leadership?

Ans: (1) Autocratic, (2) Democratic (or) participative and (3) Delegative (or) free-rein
Yelling, using demeaning language and leading by threats and abuse of power comes under which leadership style
a. Authoritarian b. Delegative c. Participative d. None of the above

Ans: a. Authoritarian
When a leader involves one or more employees in decision making process then he is following leadership style known as

Delegative b. Authoritarian c. Participative d. None of these

Ans:

Leadership frame work – Be, know & do

Fill in the blanks.

Leader’s horizon  ____________  term while Manager’s horizon ____________ term 
(long, short)

Leader’s  concern is   ____________  . 

Leaders have ___________________   Managers have __________________
( followers, subordinates)

 Match  the following

	Manager’s style
	Achievements

	Leader’s wants
	Objectives

	Risk minimizes
	Transactional

	Manager seeks
	Achievements


2. Leadership makes the followers to achieve high ____________.(goals)

3. Leaders do ____________, Managers  do __________ ( right things, things right)

4. Leadership abilities provide feeling of  ______________  ( Trust)

5. Leadership develops high __________________ teams (performance) by establishing a sprit of ______________ and ___________________ for achieving goals.  ( cohesion, cooperation)

6. Leaders make ___________ happen on time.( things)

7. The basis of good leadership is ___________________ character  and _____________ service to organization .( honorable,  selfless)

8. _____________ , __________________ , __________________  fall under leadership frame work. ( be , know, do)

9. The four major factors of leadership are _________________ , ___________________ , __________ & ______________ .(follower, leader, communication , situation )

10. The three different styles of leadership styles are ___________________ , __________________ , ________________( autocratic , participative and free rein)
11. Match the following                                                                                                                   10
	Free reign
	Knowledge

	Authoritarian
	Democratic

	Expert power
	Autocratic

	Coercive Power
	Delegative

	Legitimative
	Personal Traits

	Referent
	Position


12. The three vital determinants of teamwork are _____________, ________________, ___________.

17   State True or False

        Leading and managing are synonymous.

18.  If there are no followers, leader no more exists. But, even if there are no followers, a  

           manager may be there.

19. The five points of power are
1. Coercive power 

2. Reward power

3. Legitimate power

4. Expert power &

5. Referent power

20. The three vital determinants of team work are

1. Leader 

2. Subordinates

3. The environment

8.GPMS(Group Performance Management System)
1. GPMS is an initiative under  -------

a. Project SHIKHAR b. Project VIJAY c. Project UDAAN d. Project DOSTI

Ans: a. Project SHIKHAR
2. What are the 3 main parameters on which a group has to perform?

Ans: financial, customer/market and operational

3. KPI Stands for
Ans: Key Performance Indicators
4. How many categories of groups are there in GPMS in BSNL?

Ans: 4. They are 

1. Corporate Office

2. Territorial Circle

3. Non Territorial Circle

4. SSA
5. How many number of different group types are there in GPMS in BSNL?

Ans: 19

6. How many number of groups (i.e) score cards are there in GPMS in BSNL?

Ans: 384

7. Achieving Less than 50 % of the target will result in --- score for that KPI.
Ans: 0

8. The achievement of GPMS rests on the success of -------- in performing their assigned tasks

c. Individual excellence b. Group excellence c. SSA d. Circle level

Ans: a. Individual excellence
9. State true or false

IPMS will be on the lines of GPMS to start with DGM& above 

Ans: True

10. State true or false                                                                                                                ( 11 )
Introduction of GPMS in place of BBSC was considered because existing BBSC Set up has short falls
Ans: False

11. In GPMS, if achievement is less than the fair target, the score will be
a. 40% b.50% c.60% d. Zero

Ans: d. Zero

12. While preparing GPMS for SSA, the parameter “Number of new enterprise Gold + Silver accounts penetrated” will be in dimension

a. Financial b. Customer/marketing c. Operations d. None of these
Ans: b. Customer/marketing

13. While preparing GPMS for SSA, the parameter “BTS Availability” will be in dimension

a.Financial b. Customer/marketing c. Operations d. None of these

Ans: c. Operations
14. While preparing GPMS for SSA, the parameter “Call drop rate” will be in dimension

a.Financial b. Customer/marketing c. Operations d. None of these

Ans: 
15. The GPMS Scorecards for all the groups have been designed to consist of Key Performance Indicators(KPIs) to measure the group’s performance on

a. Financial parameters b. customer parameters c. market and operational parameters d. financial, customer, market and operational parameters

Ans. d. financial, customer, market and operational parameters

16. While finalizing the GPMS scorecards it should be kept in mind that the performance parameters chosen are

a. Linked with strategic objectives and vision of organization

b. Measurable and are not subjective

c. Actionable, result-oriented and controllable

d. All above

Ans. d. All above
17. What are the perspectives with which we view the organization in GPMS-BBSC?
Ans: They are four in number. They are

1. Learning and Growth Perspective

2. Business Process Perspective

3. Customer Perspective

4. Financial Perspective

18. BBSC concept was adopted  by BSNL in 2006.
19. In 2009, an improved performance management version in the form of

           GPMS has been introduced

20. Every score card has parameter to measure _______________ satisfaction ( Customer)

21. State the reasons for considering the GPMS as suitable for implementation in BSNL.

22. For accessing performance at the individual level ______________ has been    

              introduced.(IPMS)

23.  FPMS is _____________________________.

GPMS stands for Group Performance Management System.

The three main parameters to measure the group’s performance in GPMS are Financial, Customer/Market & Operational.

Evaluation of the Territorial Circles will be done by the Management Committee.

Evaluation of non-territorial circles will be done by the respective Directors/Executive Directors of Corporate Office.

KPIs are defined as per functional activities of an entity.

IPMS stands for Individual Performance Management System.                                                             12
IPMS will be on the lines of GPMS and to start with only DGM and above rank officers are covered.

The GPMS sequence should flow from top.

The performance parameters chosen for GPMS scorecards should be measurable and not subjective.

The No. of KPIs should be kept at maximum.

[ FALSE – IT SHOULD BE KEPT AT MINIMUM]

Good teams always go through a Form, Storm, Norm & Perform period. [ clue- remember this as an abbreviation i.e. F S N P while answering multiple choice questions]

GPMS is a combination of quantitative and qualitative measurement.

186
In GPMS, marks achieved for rating below fair, will be zero.

187
Achievement between fair & good and between good and excellent, would be linearly scaled.

 Categorization of Exchanges

	SL
	Name of the Category
	Capacity of the exchanges

	1
	A
	< 1000 working lines

	2
	B
	1001- 4000 working lines

	3
	C
	4001 - 10000 working lines

	4
	D
	> 10000 working lines


Evaluation of groups

	Sl
	Category of Groups
	Evaluating Officer

	1
	Corporate Office
	CMD

	2
	Territorial Circles
	MC(Management Committee)

	3
	SSA
	Respective Circle Heads

	4
	Non Territorial Circles
	Respective CO Director & Executive Directors


	Sl
	TERM
	Expansion

	1
	BBSC
	Balanced Business Score Card

	2
	BU
	Business Unit

	3
	C/M
	Customer/Marketing

	4
	CA
	Corporate Affairs

	5
	FPMS
	Field Performance Management System

	6
	GPMS
	Group Performance Management System

	7
	HR
	Human Resources

	8
	IPMS
	Individual Performance Management System

	9
	IT
	Information Technology

	10
	KPIs
	Key Performance Indicators

	11
	KRA
	Key Responsibility Area/Key Result Areas

	12
	MC
	Management Committee

	13
	MLLN
	Managed Leased Line Network

	14
	Opex
	Operational Expenditure

	15
	PMS
	Performance Management System

	16
	QA
	Quality Assurance

	17
	QoS
	Quality of Service

	18
	SSA GPMS
	Secondary Switching Area Group Performance Management System

	19
	TCH
	Traffic Channel


9.SALES MANAGEMENT
1. What are the ratios with which sales performance can be measured?

Ans: 6 ratios. They are

1. Contact ratio

2. Lead generation ratio

3. Lead conversion ratio

4. Qualification ratio

5. Proposal ratio

6. Closing ratio

2. Which ratio is not used for sales performance?                                                               13
a. Contract ratio b. Proposal ratio c. Closing ratio d. Quick list ratio

Ans: d. Quick list ratio

3. What are the two types of channel partners appointed?

Ans: a. Tier 1 channel partners (Tier 1 CPs for both Data and Voice)

         b.Tier 2 channel partners (Tier 2 CPs for Voice)

     4.     CP in sales management stands for ---------

            Ans: Channel Partner
5. What are the steps that can be identified in any type of Sales process?
Ans. There are 6 steps. They are

1. Prospecting 

2. Pre-approach and Approach

3. Presentation

4. Overcoming objections

5. Closing and order

6. Follow up and maintenance
   5. Sales forecast is also called sales perspectives.
Table on Categorization of Enterprise Customers
	Sl
	Category of Enterprise Customer
	Indicative turnover .

	1
	Platinum
	Greater than Rs.500 Cr.p.a.

	2
	Gold
	Rs.50-500 Cr. p.a.

	3
	Silver
	Greater than Rs.10 Cr. p.a.


6. Which Category in Enterprise Customer segmentation is Silver Customer?

a. With indicative Turnover of more than 500 Cr. Per annum

b. With indicative Turnover of 50 to 500 Cr. Per annum
c. With indicative Turnover of 10 to 50 Cr. Per annum

d. With indicative Turnover of less than 10 Cr. Per annum

             Ans: c. with indicative Turnover of 10 to 50 Cr. Per annum

7.  Which Category in Enterprise Customer segmentation is Platinum Customer?

       a. With indicative Turnover of more than 500 Cr. Per annum

b. With indicative Turnover of 50 to 500 Cr. Per annum

d. With indicative Turnover of more than 10 Cr. Per annum

e. With indicative Turnover of more than 100 Cr. Per annum

             Ans: a. With indicative Turnover of more than 500 Cr. Per annum
8. Platinum category customers are having annual turnover in the range of

a. 10-50 Cr. b. 50-100 Cr. c.50-500 Cr. d. More  than 500 Cr.

Ans: d. More than 500 Cr.
6. Who appoints Direct Selling Agents?

Ans: SSA Heads.

7. What is the centralized number for mobile related queries?

Ans: 09400024365

8. How may CSCs BSNL possesses  across the country?

Ans: about 3000

9. What is the dialup service across the country for queries related to billing, new facilities, on demand areas, new bookings etc.?

Ans: 1500

10. What is the website of BSNL for Web Self Care?

Ans: www.bsnl.co.in
                                                                                                                                                             14
Minimum 3 months, inventory has to be stocked by SSAs.

Two types of sales:

1. Retail Sales

2. Enterprises sales

October 2002 – Launching of BSNL Mobile

October 2009 --- BSNL has put in place franchise sales & Distribution policy.

DSA--- Direct Selling Agent

DSA can be appointed by SSA Heads.

SCA --- Service Centre Agents

CSC -  Common Service Centers
DIT --- Department of Information Technology


Monthly meeting  are to be held by retailer & separate with DSAs / PCOs /Other channel partners.

CSC   :  Customer Service Centers.


BSNL had 3000 CSCS across the country

Dial service ---1500

Mobile queries centralized no : 09400024365

Minimum 3 months inventories has to be stocked by SSAs

Project Vijay (Mobile)   Rs. 1300 – 2600 

Travel & meal allowance is Project Udaan is Rs1400/- (Sales Team Leader & Sales Assistant)

Sales training, the following attribute is provided

1) Knowledge about

· The organizations,  

· The products 

· The customer

· Technical and commercial aspects

2) Communication Skills:  Verbal, listening, Non verbal

3) Administration skills :  Organizing, planning, prioritizing, coordinating

4) Strategies or Game plan: :  Building long term relationship, sensing customer reactions, Managing customer perception and expectations

5) ‘You’ factor : Personal appearance, Interpersonal skills

Enterprise Sales:

EOI : Expression of Interest

Enterprise Customer Segmentation:

1. Platinum Customer >500 Cr. P.A

2. Gold customer
Rs.50-500 Cr P.A

3. Silver
>10Cr. P.A

BSNL Channel Partners:

BSNL has decided to deal with Platinum & Gold customer directly.
For Silver customers Channel Partners in the circles are appointed.

Tier 1 Channel Partner (Tier 1 CPs) 

Tier 2 Channel Partner (Tier 2 CPs)
Tier 1 Channel Partner (Tier 1 CPs) (Voice and data services to  target Silver customers)--- 
Tier 1 Channel Partner (Tier 1 CPs) is required to have minimum 5 number of sales personnel and 10 number of field engineers. 

Tier 2 Channel Partner (Tier 2 CPs) ----- Voice products, these CPs also allowed to deal in a limited range of data services(e.g 2G, 3G data cards, BB services etc.,.

Tier 2 Channel Partner (Tier 2 CPs) is required to have minimum 5 number of sales personnel / field engineers. 

Sales software Management in BSNL

i) Sales software in CRM module of CDR project

ii) Sancharsoft – Web based module for management of sales & distribution channels
iii) Sales & Distribution Module in ERP

iv) Wings software for project Udaan: ITPC Pune has developed and launched a lead management software in Jan 2010. 
NAM stands for National Account Manager.

KAM stands for Key Account Manager.

Three categories of Enterprise Customers are Platinum, Gold and Silver. 

The unit responsible for revenue on account of BSNL’s NLD/ILD Network is Career Whole Sale.

	l
	TERM
	Expansion

	1
	BD
	Business Development

	2
	CP
	Channel Partner

	3
	CSC
	Common Service Centre

	4
	DFA
	Direct Selling Agent

	5
	DIT
	Department of Information Technology

	6
	DSA
	Direct Selling Agents

	7
	EOI
	Expression Of Interest

	8
	FWT
	Fixed Wireless Telephone

	9
	ILD
	International Long Distance

	10
	KAM
	Key Account Manager

	11
	NAM
	National Account Manager

	12
	NLD
	National Long Distance

	13
	RFP
	Request For Proposal

	14
	SCA
	Service Centre Agent

	15
	SFA
	Sales Force Automation Systems

	16
	SIM
	Subscriber Identification Module

	17
	SSA
	Secondary Switching Area


10.CUSTOMER ORIENTATION

1. What is the LTV of the customer

Ans: LTV = Purchase size x frequency x duration

2. Retaining a customer costs only about -------- as such as attracting new one.

Ans: 1/5th 
3. Customer value management is

a. Right customers b. Right relationship c. Right retention d. all

Ans: d. all

4. Customer orientation is

a. Competitor focus b. Business focus c. Customer focus d. all

Ans: c. Customer focus

5. Steps to build customer orientation are

a. Customer need assessment b. Competitor analysis c. Customer segmentation d. all of these

Ans: d. All of these

The three major components of market orientation are _______________ , _______________, ____________________.(Customer orientation, customer focus, Cross functional co ordination)

2. The heart of market orientation is its __________________ ( customer focus)                 16
3. What do you understand by customer orientation?

            4.What are the steps to build customer  orientation.

   Customers need assessment through market research/surveys.  Competitor analysis, customer segmentation, Developing/ Launching products with better customer value management.

5.   Keeping an existing customer costs only about ____________(1/5 th) as much as  acquiring new one.

6 Du pont has developed a program called ____________ that encourages a blue caller worker to visit a customer once in a month , learn customer’s needs(Adopt a Customer)

7. State the three stages of customer value management Cycle.

    Right Customers(Acquisition)  , Right relationship (Development), Right retention(  Keeping Valuable Customer)

8.________________ are those who will do repeat business with the company for long time.(Right customers)

9. In any business the ________________  is one that maximizes that customer value. ( Right relationship)

10. Customer lifetime value is ______________ x  _________________ x ___________( purchase size, frequency, duration)

11. Effective retention means retaining ______________( Right customers)

12.___________ makes for loyal customers increasing their long term value. (Proactive care)

13.____________ increases the customer retention. ( proactive care)

14.Proactive care drives new __________ streams. ( Revenue)

15. Proactive care mitigates the impact of ______________ regulation ( Telemarketing)

16.State some tips for launching proactive care strategy.

17. CVM is ________________________.(customer value management)

       LTV is _________________________. (Long term value)

DNC is ________________( Do Not Call)

18. Explain inter functional coordination.

	Sl
	TERM
	Expansion

	1
	CLTV
	Customer Lifetime Value

	2
	CRM
	Customer Relation Manager

	3
	CSR
	Corporate Social Responsibility / 
Customer Service Representative

	4
	CVM
	Customer Value Management

	5
	DNC
	Do Not Call

	6
	LTV
	Lifetime Value


11.MARKETING OF NEW PRODUCT

1. What are the P’s (Marketing Mix) of Service Marketing or Marketing fundamentals?

Ans: There are 7 P’s. They are

1. Product 

2. Price

3. Promotion

4. Place 

5. People

6. Process

7. Physical Evidence

2. What is PEST Analysis?

Ans: Political, Economic, Social and Technological Analysis

3. What are PORTER’s Forces? Or Porter Five Force Model
Ans: They are five in number. They are

1. Potential entrants

2. Buyers

3. Substitutes

4. Suppliers &

5. Industry Competitors

4. When 3G Service was launched?                                                                                        17
Ans: In Feb 2009, by the Hon’ble Shri. Karunanidhi, CM of Tamilnadu.

5. 2G & 3G differ in speed.  In 2G, different switching techniques are used for Voice and Data whereas in 3G, Single switching is used for any kind of data.  3G Service include 3.6 Mbps broad band.
Marketing Strategies: 

· It combines product development, promotion, distribution, pricing, relationship management and other elements.

Stages in product life cycle

· The distinct stages in the life cycle are Introduction, Growth, Maturity and decline.

         Four factors of Marketing Strategies:

1. Product life Cycle

2. SWOT (Strengths, Weakness, Opportunities and Threats)

3. PEST  (Political, Economical, Social and Technological) also termed as environmental analysis

4. Porters five force model--- It help us understand about the interest of existing and new operation in entering 3G, Wi-Max and other new telecom service market.

FMA---First Mover Advantage

SMA--- Second Mover Advantage.

3G V/s Market scenario: CDMA 2000 1X operators like Reliance & Tata delivering data speed is 2Mbps. 

IN BSNL 3G—Speed 3.6 mbps in BB ; started in 2008 and launched at Chennai & TN in Feb’2009.
The 7 Ps of Marketing are Product, Pricing, Promotion, Place, People, Process and Physical Evidence. 

FMA stands for First Mover Advantage.

FMA is the advantage gained by the initial occupant of a market segment.

FMA can arise from

Technological leadership

Preemption of scarce assets

Switching cost/buyer choice under uncertainty.

All the above

[answer – (d) – all the above]

What are the two major factors of marketing?

1. Acquisition of new customers

2. Retention and expansion of relationship with existing customers.

	Sl
	Abbreviation
	Expansion

	1
	FMA
	First Mover Advantage

	2
	PEST
	Political, Economic, Social and Technological

	3
	SMA
	Second Mover Advantage


12. INSPECTIONS

1. Inspection report should be submitted within ------------ days.

a. 15 days b.10 days c. 7 days d. 30 days

Ans: c. 7 days
2.What is the objective of inspection?

a. To check whether rules and norms are being followed

b. To identify shortcomings which inspected section’s person may not visualize

c. Fear of inspection refrains people to commit irregularity

d. All of these      ------       Ans: d. All of these

4. What are the inspection schedules in BSNL?

Ans: They are three.  

1. Every Year

2. Every even year

3. Every odd year

· Inspections are done to check whether the rules and norms are being followed.

Types of Inspections:

1. Planned (Routine) inspection at regular interval

2. Surprise inspection

Objective based Inspections:

1. Administration inspection

2. Financial inspection

3. Technical inspection

4. Vigilance inspection

	Sl
	TERM
	Expansion

	1
	APAR
	Annual Performance Appraisal Report

	2
	CBI
	Central Bureau of Investigation

	3
	CGEGIS
	Central Government Employees Group Insurance Scheme

	4
	CR
	Confidential Report

	5
	DPC
	Departmental Promotion Committee

	6
	GPF
	General Provident Fund

	7
	GSLI
	Group Savings Linked Insurance

	8
	OTA
	Over Time Allowance

	9
	PTCC
	Power Telecom Co-ordination Committee

	10
	TA
	Travelling Allowance


13.ASSET MANAGEMENT

1. What are the two types of assets?

Ans: Current assets (Cash in hand, Amount receivable from other organization, Bank balance etc.)

and Fixed assets (Infrastructure of the company such as land, bldg, A&P, Computers, Office Machinery & Equipments etc.)
2. What are the two classifications of Fixed assets?

Ans: Tangible assets (having physical substance that can be seen and touched)

E-g.  Buildings, Plant & Machinery etc.

and Intangible assets (not having any physical substance)
E-g> Good will, Trade mark, Computer software, patents ec.

All assets are verified at least once in – years

Ans: 3

3. Tangible Assets are governed by ----- and Intangible Assets are governed by ----

Ans: AS 10 and AS 26 respectively.
4. Which of the following is an intangible asset?

a. Building b. Exchange c. Cable Network d. Trademark

Ans: d. Trademark

5. Which one of the following is a tangible asset?

a. Building b. Software c. Goodwill d. Trademark

Ans: a. Building

6. Goodwill is ------------ asset.

a. Current b. Tangible c. Intangible d. none of these

Ans: c. Intangible

7. Depreciation will not be applicable for -----------------

Ans: Land and old paintings

8. In BSNL depreciation is provided on ----------- method

(OR) Depreciation method in BSNL is

a. WDV method b. Fixed % method c. ceiling method d. none of the above

Ans: a. WDV (Written down value)

9. Depreciation is calculated only on

a. Fixed asset b. Inventory c. WIP d. none of the above

Ans: a. Fixed asset
10. Depreciation is applicable for                                                                                              19
a. Inventory b. Work in progress c. Capital Asset d. All of these

Ans: 
11. Under WDV method of depreciation calculation, depreciation in the 2nd year for an asset costing Rs.50,000/- at a depreciation rate of 10 % should be

a. Rs.5000/- b. Rs.4000/- c. Rs.5500/- d.Rs.4500/-

Ans: d.Rs.4500/-
12. Under WDV method of depreciation calculation, depreciation in the 2nd year for an asset costing Rs.60,000/- at a depreciation rate of 20 % should be

a. Rs.4800/- b. Rs.9600/- c. Rs.12000/- d.Rs.6000/-

Ans: 

13. Under WDV method of depreciation calculation, depreciation in the 3rd year for an asset costing Rs.50,000/- at a depreciation rate of 10 % should be

a. Rs.4000/- b. Rs.4050/- c. Rs.4100/- d.Rs.4500/-

Ans: 

14. Rate of depreciation for fixed assets / Petty  assets in BSNL are

a.   Buildings 5 %; Computer 30 %; Petty Assets up to Rs.5000/- as 40 %

b. Buildings 4 %; Computer 30 %; Petty Assets up to Rs.5000 as 50 %

c. Buildings 6 %; Computer 30%; Petty Assets up to Rs.5000 as 100 %

d. Buildings 5 %; Computer 40 %; Petty Assets up to Rs.5000/- as100 %

Ans: d. Buildings 5 %; Computer 40 %; Petty Assets up to Rs.5000/- as100 %

15. What is the value of asset that were transferred to BSNL from DTS/DTO on its formation 
on 01-10-2000?

Ans: To the tune of Rs.63,000 crore approximately.

16. The cost of fixed asset is the cost at which it was purchased originally (i.e.) Historical cost.

17. The cost of fixed asset is

a. Original purchase price b. Market rate c. Resale value d. none of the above

Ans: Original purchase price

18. Maximum LD (penalty clause) Charges in BSNL is 12%
19. When decommissioned assets are finally disposed off, the net sale proceeds are more than depreciation value, it is treated as

a. Loss b. New asset c. Income d. Provision

Ans: c. Income

20. Computer software are examples of --------------- assets

Ans: Intangible

21. Which is not in the nature of capital expenditure?

a. WIP b. Inventory c. Fixed asset d. AMC Charges

Ans: AMC Charges 

22. WIP – converted to fixed asset based on management certificate

23. Detailed fixed asset register maintained by SSA’s

24. Consolidated fixed asset register maintained by Circle

25. There is no depreciation for WIP, Inventory, decommissioned assets.

26. Full depreciation for petty work – Rs.5000/-

PTCC stands for Power Telecom Coordination Committee.

Goodwill, trade mark, computer software, patents etc are intangible assets.

Cable pairs are inventory to BSNL.

        130
Partitions valued upto Rs 2 lakhs should be charged to P & L Account and a separate register for such assets is to be maintained.

        131
Whenever de-commissioned assets are finally disposed off, if the sale proceeds is more than the depreciated value or net realizable value, it will be treated as income.

      In BSNL, depreciation is calculated on written down value method.

The depreciation rate for cables in BSNL is 15.33 %.

Scrapping is to be done through Metals & Scrap Trading Corporation (MSTC).\

RTI Act was enacted in June 2005 in India.

 Assets are classified into Fixed and Current assets.

Depreciation means a fall in quality, quantity or value of an asset.

138 
If an equipment is installation but it is not commissioned, it comes under “Works in Progress.”

Physical verification of fixed assets is the responsibility of the management   

          and   the periodicity is once in year. In case of buried cables it may be once in 3  

          years.

	Sl
	TERM
	Expansion

	1
	A&P
	Apparatus & Plants

	2
	GA
	Gateway Access

	3
	ICAI
	

	4
	IQ
	Inspection Quarters

	5
	NRV
	Net Realizable Value

	6
	PAU
	

	7
	PE
	Project Estimate

	8
	TFD
	

	9
	WDV
	Written Down Value

	10
	WIP
	Work in Progress


14.TENDER EVALUATION

1. State True or False

Tender Evaluation Committee should hold a preliminary meeting within one week of handing over the tender

Ans: True
2.Vetting of the comparative statement of the bids and commercial evaluation statement is to be done by the technical representative of CET.

Ans: False 
Note: In fact, commercial evaluation is to be carried out by the MM Cell and vetted by Finance representative
The technical evaluation and preparation of comparative statement of the value of bids is to be carried out by the -------------------

Ans: Technical branch representatives

Once finally vetted statement becomes available, CET may finalize its recommendations within further ------ days.

Ans: 10

3. What are the types of tender?

Ans: 3. They are

1. Limited tender route

2. Open tender

3. Expression of Interest route

4. What are the stages in Tender Evaluation?

Ans: 3. They are

1. General check

2. Technical Evaluation

3. Financial Evaluation

Composition of Bid Opening Team                                                                         21
	Sl
	Estimated value of the tender
	Level of the Bid opening officer
	Other members of bid opening team

	1
	3 Crores & above
	DE or Equivalent
	SDE or equivalent + one dealing assistant

	2
	Less than 3 Crores
	SDE or Equivalent
	Accounts Officer + one dealing assistant


Note: 
1. Proposal for formation of bid opening team would be approved by Jt.    

                 DDG(MMT)
              2. Any change in the constitution of the committee would need the approval of  

                  CGM/DDG(MM)

Constitution of Committee for Evaluation of Tender (CET)

	SL
	
	
	

	1
	Technical
	Planning/Service/Technology Cell
	Convener

	2
	Commercial
	MM Cell
	Member

	3
	Finance
	Finance Member
	Cell


Note: Depending on the nature of tender, officer(s) from TEC/Operation Branch could also form part of the Committee for Evaluation of Tender.

Level of Committee for Evaluation of Tender

5. The level of the committee for Evaluation of Tender depends upon the value of the tender.

	Sl
	Value of the Tender
	Members of the Committee

	
	
	Technical
	Commercial
	Finance

	1
	Up to Rs.10 Cr.
	DGM
	AGM
	AGM

	2
	Greater than 10 Cr. and up to Rs.50 Cr.
	DGM
	DGM
	DGM

	3
	Greater than 50 Cr. and up to Rs.100 Cr.
	CGM/PGM/GM
	DGM
	DGM

	4
	Greater than Rs.100 Cr.
	CGM/PGM/GM
	GM
	GM


The bid opening official would be responsible for preparation of minutes on the same day of opening.
If the proposal is to be approved at higher levels, a maximum of 15 days should be assigned for clearance at each level.

The recommendations of the CET are 

Essentially internal document.

Essentially external document.

Both internal and external

Non of the above.

Correct answer is   ----    ( a ) – Essentially internal document.
CET stands for Committee for Evaluation of Tender.

NIT stands for Notice Inviting Tender.

EOI stands for Expression of Interest.

The issue of Limited Tender for procuring sophisticated equipment (with approval from TEC), should have the 

concurrence of Financial Adviser 

personal approval by the head of the unit

only the personal approval by the head of the unit.

None of the above.

Correct answer is   -------    ( a) and b).
Open tender is also called Competitive Tender or Public Tender.

EOI may be resorted to when

BSNL proposes to induct new technology/equipment/new service

The specifications of the new technology/service/equipment are not firmed up.

All the above.

Correct answer is   -------   ( C )- all the above.
SOR stands for Schedule of Requirements.

AMC stands for Annual Maintenance Contract.

When there is a discrepancy between the unit price and total price

Unit price shall prevail                                                                                                                       22
Total price shall prevail

Only unit price shall prevail.

Correct answer is C)
When there is a discrepancy between words and figures, the amount in

Words shall prevail

Figures shall prevail

Non of the above

Correct answer is a)
If the estimated value of the tender is Rs 3 crores and above, level of Bid Opening Officer will be of the rank of 

D.E or equivalent

SDE or equivalent

DGM or equivalent

None of the above

Correct answer is a) DE or equivalent.
If the estimated value of the tender is less than Rs 3 crores, level of Bid Opening Officer will be of the rank of 

D.E or equivalent

AE or equivalent

DGM or equivalent

None of the above

Correct answer is b) AE or equivalent.
Any change in the constitution of the committee would need the approval of CGM/DDG (MM).

In all cases, it should be ensured that the bid opening is completed on 

The same calendar day

Next calendar day

None of the above

Correct answer is a)
A responsive bid is a bid  if :-

It meets all the major technical clauses

It meets commercial clauses.

The offer is accompanied by a bid security deposit on the prescribed proforma as indicated in the bid document and valid for 30 days beyond the validity of the bid.

All the above

Correct answer is d) – all the above.
The validity of security bid as per current tender documents is 210 days from   the date of bid opening.

Vetting of the comparative list will be done by the Finance representative on CET.

In Normal purchase procedure, the P.O will go in favour of the lowest acceptable bidder for the full quantity.

	Sl
	TERM
	Expansion

	1
	AMC
	Annual Maintenance Contract

	2
	CET
	Committee for Evaluation of Tender

	2
	CVC
	Central Vigilance Commission

	4
	EOI
	Expression of Interest

	5
	IFA
	Internal Financial Advisor

	6
	MM Cell
	Material Management

	7
	MMT
	

	8
	MOU
	Memorandum of Understanding

	9
	PA System
	Public Address System

	10
	TEC
	Tender Evaluation Committee

	11
	TOC
	Tender Opening Committee


15.ERP(Enterprise Resource Planning) Project

1. Who are the important partners for ERP Project?

Ans:
	Sl
	Officer
	Name of the firm

M/s
	Role as

	1
	CEO
	HCL Infosystem Limited
	SI 

	2
	VP
	SAP
	ERP Solution Provider

	3
	VP
	E&Y
	BPR Consultant


While BSNL CMD & Corporate Office Directors are the Project Sponsors                  23
2. Who is the ERP Solution provider?

Ans: M/s SAP – No. 1

3. When ERP was prepared? Or When the Project ERP was Kicked off 
Ans: On 08-06-2009
4. Where is the development centre for ERP set up at?

Ans: At M/s ALTTC Ghaziabad.

5. What are the modules available under ERP System?

Ans: There are 14 modules available under ERP System and they are listed below.

1. Finance and Management Accounting (FICO)
2. Materials And Inventory Management including e-procurement(MM)

3. Plant/Equipment Maintenance(PM)

4. Human Resources Management & Administration(HRM)

5. Sales And Distribution(S&D)

6. Project Systems(PS)

7. Real Estate And Telecom Infrastructure Management(REM)

8. Production Planning(PP)

9. Supply Chain Management(SCM)

10. Business Information System(BIS)

11. Business Intelligence & Analytics(BIA)

12. Strategy Enterprise Management(SEM)

13. Quality Control(QC) &

14. Enterprise Portal(EP)
6. Development Centre of ERP is being set up at?

a.  IT Project Circle, Pune b. Hyderabad c. ALTTC d. Kolkata

Ans: c. ALTTC 

7. ERP Stands for

a) Enterprise Recruitment Planning b) Enterprise Resource Planning

c. E
nterprise Revenue Planning d) Equipment Resource Planning

e) Executable Resource Planning f) None of these

            Ans: b) Enterprise Resource Planning

8.  POC phase of ERP Implementation does not cover

a. ALTTC b. BSNL CO c. STP d. STR
Ans:  c. STP
9. Where are CDR Data Centres available?

At Kolkata and Hyderabad.
Table on crucial dates w.r.t. ERP

	SL
	Parameter
	Crucial date
	Remarks

	1
	Proof of concept phase
	23-05-2009
	PO for POC completion placed on M/s HCL Infosystem Ltd.

	2
	ERP Preparation date
	08-06-2009
	Project kick off

	3
	As-IS Business Process Documentation
	04-09-2009
	Completed

	4
	BPR Exercise
	08-10-2009
	Completed

	5
	Business Blueprint
	31-03-2010
	Completed

	6
	POC phase completion
	22-05-2010
	12 months from PO date

	7
	Roll out completion(as per PO)
	22-11-2010
	18 months from PO Date

	8
	Final integration testing of different modules
	31-03-2011
	Expected to be completed
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             Ans: IT Cell / IT Project Circle will act as a facilitator.

ERP stands for Enterprise Resource Planning.

ERP is a system that can integrate data and processes of an organization into one single system.

Development centre for ERP is being set up at ALTTC, Ghaziabad.

POC stands for Proof of Concept.

CTMS stands for Computerised Training Management System.

SME stands for Subject Matter Expert.

SRS stands for System Requirement Specification.

BIS stands for Business Information System.

SCM stands for Supply Chain Management.

USOF stands for Universal Service Obligation Fund.

VPT stands for Village Panchayat Telephone.

RAS stands for Remote Access Server.

VCC stands for Virutal Calling Card.

SDCA stands for Short Distance Charging Area.

CMTS stands for Cellular Mobile Telecom Service.

ATD stands for Acceptance of Transfer Debit.

POI stands for Point of Interconnectivity.

CSD stands for Circle Stores Depot.

FRS stands for Fault Repair Service.

IVRS stands for Interactive Voice Response System.

CRMS stands for Cable Record Management System.

HRD stands for Human Resource Development.

	Sl
	TERM
	Expansion

	1
	BIA
	Business Intelligence & Analytics

	2
	BIS
	Business Information System

	3
	BPP
	


	4
	BPR
	Business Process Re-engineering

	5
	EP
	Enterprise Portal

	6
	ESS
	Electronic Switching Subsystem

	7
	FICO
	Finance & Management Accounting

	8
	HRM
	Human Resources Management & Administration

	9
	M/s E&Y
	M/s Ernest & Young

	10
	M/s SAP
	M/s System Application Product

	11
	MM
	Materials And Inventory Management including e-procurement

	12
	PM
	Plant/Equipment Maintenance

	13
	POC
	Proof of Concept

	14
	PP
	Production Planning

	15
	PS
	Project Systems

	16
	QC
	Quality Control

	17
	S&D 
	Sales And Distribution

	18
	SAP GUI
	Graphical User Interface

	19
	SCM
	Supply Chain Management

	20
	SEM
	Strategy Enterprise Management

	21
	SI
	System Integrated

	22
	SME
	Subject Matter Expert

	23
	SPOC
	

	24
	SRS
	System Requirement Specifications

	25
	CEO
	Chief Executive Officer

	26
	VP
	Vice President


16. ISO 9001:2008 QMS (Quality Management System)
1.  What is the methodology widely used for process improvement?
     Ans: PDCA (Plan, Do, Check and Act)

2. Which standard refers QMS-Fundamentals and vocabulary?
    Ans: ISO 9000

3. Which standard refers QMS-Guidelines for performance improvements?

    Ans: ISO 9004

4. What is the latest version of ISO Standard?

    Ans: ISO 9001:2008 (Process standard of ISO is 9001; version is 2008)
5. Name the 8 principles of QMS                                                                                           25
    Ans: 1. Customer focus, 
             2. Leadership, 
             3. Involvement of people, 
             4. Process approach, 
             5. System approach to management, 
             6. Continual improvement, 
             7. Factual approach to decision making, & 

             8. Mutually beneficial supplier relationships
6. In ISO standards, the term NC stands for ---------
    a. Non commitment b. Non complaint c. Non conformity d. None of these

    Ans: Non Conformity
7.QMS in ISO stands for ------

Ans: Quality Management System

8. In ISO terminology expand PDCA

Ans: Plan Do Check and Act

8.What is the periodicity of Internal Audit?

                Ans: every 6 months
9.  First unit of BSNL who obtained ISO 9001 certification

      a. Maintenance Region b. ALTTC c. Civil Wing d. Telecom Factory

      Ans: b. ALTTC
10.  In which year did ALTTC get its ISO 9001 certification?

      Ans: 2001

Quality is not absolute, unique, static and by chance.


It must be defined



-be measurable



-be achievable



-linked to customer satisfaction

11. Quality must be defined

      a. Absolute b. Unique c. Static d. Measurable

      Ans: d. Measurable
11. Which of the following is not a characteristic of ‘Quality’

b. Measurable b. Culture c. Competency d. All of these

Ans: 

12. Quality has following characteristics

a. Must be defined b. Be measurable c. Be achievable d. All of these

Ans: 

12. There are  ----- QMS principles on which Quality Management system standards of the ISO 9000      

      series are based.
      a.Five b. Six c. Seven d. Eight

      Ans: d. Eight
13. Current version of ISO 9001 certification

       a. 2000 b. 2001 c. 2008 d. 2010

       Ans: c. 2008
14. After certification, the external audit will come in

      Ans: 6, 16, 26 months
15. ISO 9001:2008 is having --------- clauses.

      a.5 b.6 c.7 d.8

      Ans: d.8
16. The 8 clauses of ISO 9001 standard are

      1. Scope                             5. Management responsibility
      2. Normative Reference     6. Resource Management
      3. Terms & Definitions       7. Product realization
      4. QMS                               8. Measurement, analysis & Improvement.
· Product realization is the most important section of ISO-9001 standard which defines key areas such as planning of product realization. 
17. ISO 9001 third revision was done in
      a.1994 b. 2000 c.2008 d. none
18. Which is the 5th clause of ISO 9001:2008?

      a) Management Responsibility b. Management of Resources c. Project Realization d. None of the       

          above

      Ans: a) Management Responsibility
19. Total mandatory ISO procedures are

      a. 1 b. 3 c. 6 d. 8

      Ans: d. 8
20. Internal Audit is clause of ------------ of ISO 9001:2008

      a. 4.1 b. 5.2 c. 7 d. 8.2.2
      Ans: 

ISO stands for  ---   International Organization for Standardization.
Latest version of ISO standard is     ----   ISO 9001:2008.
Quality is not absolute, unique, static and by chance.
Quality must be defined and be measurable.
There are eight management principles on which the quality management system standards of the ISO 9000 series are based.
A methodology widely used for process improvement is PDCA.
PDCA stands for PLAN, DO, CHECK AND ACT.
In ISO, NC stands for Non-Conformity.
The non-conformities are graded into two categories  by the auditors as Major or Minor.
QMS stands for Quality Management System.
Where a major non-conformity is found, the recommendation for certification is deferred until corrective action on the same is verified through a follow up audit.
ALTTC was the first unit of BSNL to obtain ISO 9001 certification in 2001.

	Sl
	TERM
	Expansion

	1
	BIS
	Bureau of Indian Standards

	2
	ISO
	International Organization for Standardization

	3
	NC
	Non Conformity

	4
	PDCA
	Plan Do Check Act

	5
	PG
	Public Grievance

	6
	QMS
	Quality Management System

	7
	T&C
	Terms & Conditions
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