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PROMISE MADE PROMISE KEPT - VELOCITY IMPROVING CSMM SCORE
FOR PROVISIONING

Arun Malik* and Deepak Kulshrestha*

Problem History

Journey from “good to great” depends upon trust evolved in a relationship on the basis of
experience & perception. This holds true for customer-supplier relation ship also. Airtel Enterprise
Services - Carriers being a long distance service provider creates enormous value for customer.
In this partnership, there are 4 primary touch points where we come across with our customers
& he also expects maximum support there. These touch points are Service Delivery
(provisioning), Network Uptime, Complaint resolution & billing.

When we saw customer feedback scores around these 4 areas for year 2005-06, we
observed that our scores around service delivery were not very encouraging in comparison to
other three. Having understood this we spoke to the customer & also collected the feedback
from management & team members around over all Service Delivery Process. The issues
from various segments were

From Customer

The customer experience on service delivery parameters in terms of timely activation of his
links as per commitment date internally called as RFS (ready for service ) date ie date when a
link is ready for service as required by the customer   and quality of links provisioned is not up
to the mark.

Integrity being critical to our code of conduct, we were not keeping our promise made to
the customer. During the year 2005-06, only 79% links were implemented within committed
RFS days. To improve this situation, certain improvement initiatives were taken at management
level & ED started monitoring the process performance directly. The situation was still grim as
the YTD level of improvement in performance till Aug’06 for the year 2006-07 was at 93% only
with a average lead time of 18 days for link provisioning & whatever actions were taken they
were all person based & sustaining the improvement trend was also a concern. Provisioning
complaints within first 30 days also were high at 0.02%.

That mean customer wants us to

a. Adhere to the committed RFS date &
b. No complaints with the link for at least first 30 days when the customer is most sensitive

to the newly acquired link.
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From Top Management

Delayed links were not only annoying customers but also creating restlessness in top
management as huge capital investment was involved in the network & delay in link provisioning
was causing delay in ROI9return on investment). They wanted us to reduce the time taken
for link provisioning.

From Team members side

When we spoke to the internal team who were involved in end to end order provisioning, the
situation was even worse. They were experiencing very high stress in their life & the work life
balance was absolutely missing because of the customers calling them up round the clock &
often escalating to the top management. They wanted a work life balance.

It was a major opportunity area from all the fronts.

Purpose

This is when this project was conceptualized by business head as this would not only help us
meet customer’s requirements around service delivery (provisioning) but will also help us keep
our commitments given to him on link activation & benefit us by generating additional revenue
through advancement of link activation date i.e. “Promise made Promise Kept”.

The bonus involved here was improved ROI by reducing link activation time & work life
balance for the team members.

As Airtel is on the path of making Six Sigma as a way of life DMAIC concept was used for
working on the opportunity area.

Goal Statement and CTQ

To improve the C-Sat Scores around provisioning using the concept of promise made promise
kept.

Critical to Quality parameters identified for the projects to work upon -

i. % RFS( Ready For Service ) Compliance. (Target – 99%)

ii. Reduction in avg. no. of days taken for provisioning. (Target – 14 Days)

iii. Reduction in Provisioning complaints in first 30 days. (Target – 0.01% errors)

iv. Team Index on work life balance

Process

A high level process flow diagram was drawn to identify steps in the process in which delay or
errors are happening leading to lower Compliance to commitment made.
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Opportunities Identified and Improvements done

Results

CTQ 1  - RFS compliance improved from 93% to 99% ,

CTQ 2 - Avg. Lead time for provisioning came down from 18 days to 10 days as shown in
graph below.
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CTQ 3 - % Provisioning complaints in first 30 days reduced to almost half from 0.02 to 0.01 %
as shown in graph below.

CTQ 4 – Team Index on work Life Balance improved from 2 to 3.86.

Impact on C-Sat Scores

Satisfaction survey scores have also improved from

Top 2 Boxes - 52 to 91 for Data & 48 to 74 for Voice.

Bottom 2 Boxes - from 22 to 4 for Data & 10 to 0 for Voice.

Key Take aways

i. Effective planning prevents NVAs.

ii. Eliminating “no-man’s” area helps in building accountability.

iii. What gets measured, gets improved.

iv. Automation ensures appropriate focus in right time at right function & timely  Escalations.

v. Sustained improvements demands continual revision of targets –  Default RFS – 18 Days
(Apr’06), 16 Days (Dec’06) & 14 Days (Apr’07)

vi. Training - investment in people leads to better Customer engagement & productivity there
by.

Linkages to Business Objectives

The project has made a significant impact on :

1. Customer Satisfaction around provisioning by improving RFS compliance & reducing days
taken for provisioning. Also this reduced customer complaints in first 30 days of link
activation. Satisfaction survey scores have also improved .

2. Productivity improvement by eliminating non-value added steps from the process and
automations ensuring sustenance of actions taken through mistake proofing.

3. Employee Satisfaction by creating a growth path for employees, employee engagement ,
reward and recognition. &

Additional Revenue of Rs 180 Mn  by advancing the RFS date.
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