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Short Description

SUPPLY CHAIN MANAGEMENT  case study  

 

 

Description
CASE I – EMPLOYEE MOTIVATION IN A GOVERNMENT ORGANIZATION“

 

Bhumika Services Ltd., one of the largest public sector companies of India, was
serving more than 31 million customers. Along with its vast customer base, BSNL’s
financial and asset bases too were vast and strong. Changing regulations, converging
markets, competition and ever demanding customers had generated challenges for
BSNL. The Indore division of BSNL was the first in the country, which faced
competition in basic telecom services from 1998. In spite of being a government
department, Indore telephones had to face the competition, and relentless efforts
were put in to improve the services and provide worldclass telecom services to its
customers. Among the various services offered by Indore Telecom, 197 and 183
were two special services. 197 provided non-metered enquiry services to obtain
telephone numbers by simply giving the name of person/name of organization/ name
and designation of person, or by giving address. 183 on the other hand, was a non-



metered enquiry service that provided similar services for distant stations. There
were a large number of complaints related to these services. Complaints were either
directly forwarded to the district office by customers or raised during Telephone
Adalats or pointed out by correspondents during press conferences, which were
conducted quarterly. Complaints ranged from non-response, long waiting time to
rude responses.

 

1. S. Baheti took charge as Area Manager (North) on July 25, 2001 In the
Indore Division. Immediately after taking charge, he realized that special
services like 197 and 183 required urgent attention as they were directly
affecting the image of the organization amongst customers. Since most of the
complaints during Telephone Adalats and press conferences were related to
these services, Baheti wanted to reach the root cause of the problem, to solve
it forever. In this process, he looked at the background of the employees
involved in the special services and found that most of the employees were
office bearers of various unions that were active in the organization. The
problem was more complicated than it seemed to during interactions, the
employees indicated that they were not to be blamed for poor services since
they were facing a number of problems in providing services and senior
officials were not paying enough attention to alleviate their problems.
Defective handsets, non-operating telephone lines, disturbance in lines, jacks
not making proper connections, fans and air conditioners not working
properly and non availability of typewriter/computer terminals were some of
the problems brought to the notice of Baheti by operators.

 

 

Further investigation revealed that in addition to these technical problems, there
were some Human Resource Management problems as well, such as frequent short
leave, extended breaks, uninformed leave and indifferent attitude of employees
towards customers. Baheti identified that despite technical problems, some
operators were sincere towards their viork and tried their best to provide better
services. To improve these services, Baheti decided to use multipronged strategies.
Most of the technical problems were solved immediately, other problems that could
not be solved at his level were forwarded to higher authorities and pursued
rigorously. As the technical problems were taken care of, efficiency of sincere
employees went up. Moreover, Baheti also began regular interaction with the
operators, appreciating their good work, listening to their problems and explaining



them the;-i. importance of their jobs. The employees were made aware of the facts
that B5NL did not enjoy a sole monopolistic position any more and had to compete
with private players. So the laidback attitude towards customer complaints was not
only detrimental to the image of the organization, but also could lead to a reduced
market share.

 

After gaining the confidence of operators, the next step was to motivate them.
Towards this end, Baheti started announcing the best operator of the month and
recognition was given to the operator by displaying his name on the board of honor.
The criteria for award were minimum 200 calls attended per day and 20 days’
attendance. In addition, based on last six months performance, three best
performers were identified. Appreciation letters from Area Manager and General
Manager were conferred upon these operators in a public function and prizes of
their own choice were given to them. These efforts had a desired result and the
performance of all the operators showed a marked improvement. The number of
calls attended by some operators increased from 200 to 700 calls per day. Further,
quick and polite response had reduced customer complaints. While reviewing the
situation, Baheti was quite contended to see a remarkable change in the behavior of
operators just four months. He wondered whether this change was a permanent
phenomenon or he would have to strategize further.

 

QUESTIONS

 

1. Discuss the long-term relevance of motivational techniques used by Baheti in
the light of prevailing environment in the organization.

2. Had you been Baheti, what other techniques you would have used to improve
the special services provided by the organization?
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