GUIDELINES TO ESTABLISH CALL CENTERS IN INDIA

This has reference to our article on outsourcing contracts published in the Economic Times on February 16, 2002, which dealt with outsourcing of IT-enabled services by foreign multinationals to Indian companies.  The Department of Telecommunications (“DOT”) has issued new guidelines in May 2002, applicable to companies setting-up call centers in India.  

General Guidelines 
1. All companies seeking to set-up call centers on a non-exclusive basis must register with the DOT under the category of Other Service Provider (“OSP”) as defined in National Telecom Policy, 1999.

2. The DOT permission granted under these guidelines is valid for up to twenty (20) years from the date of issue of these guidelines, i.e., May 2002.

3. Call centers require the prior approval of the prevailing regulators to change their ownership pattern.
4. Call centers can obtain resources from any authorized service provider.  They can obtain international private leased circuits (“IPLC”) from authorized international long distance operators and local leased lines from authorized service providers.

5. Service providers must examine the network diagram and grant resources to OSPs as per the terms and conditions of their letter of approval, and the prevailing guidelines and policy.  Both the service provider and the OSP will be held responsible for any violation of these guidelines with regard to the use of resources.
6. Interconnection of call centers within the same group of companies is permitted in case of redundancy, back-up and load balancing, subject to the DOT’s prior written approval.

7. In the event that an OSP proposes to increase the bandwidth of an approved IPLC, it can apply to the authorized international long distance (“ILD”) carrier and intimate the DOT within fifteen (15) days.  However, in case the OSP proposes to change its place of presence (“POP”) or add another POP, the OSP must approach the DOT for prior approval.

8. The sharing of common infrastructure for a company’s Domestic and International Call centers is permitted only to reputed companies having an annual turnover above Rs 500 crore or the combined turnover of the promoters above Rs 1000 crore subject to:

a) The submission of a bank guarantee of Rs 1 Crores and an affidavit in the prescribed format; and

b) The submission of a certificate from the Vendor of Software that the software employed is capable of bifurcating the EPABX / Server into two separate and independent environments for the Domestic and International Call centres, and will not permit the flow of traffic between PSTN at the Indian end and IPLCs; and that the system logs are tamper-proof. 

Further, 
a) The DoT will carry out Periodic audits of the call center; and
b) In case of any violation by the Company, the Bank Guarantee would be forfeited and the Registration of the Company would be cancelled

Guidelines applicable to International Call Centers 

1. 100% foreign direct investment is permitted in Indian call centers, i.e., a foreign company can invest upto 100% in the equity of an Indian call center.

2. Interconnectivity of international and domestic call centers is not permitted, since it will bypass the ILD operators in India.

3. No public switched telephone network (“PSTN”) connectivity is permitted at the Indian end.  However, both inbound and outbound calls are permitted.
4. Internet and IPLC connectivity is permitted on the same local area network (“LAN”) at the Indian end of the international call center.  However, no voice or data traffic is permitted from the Internet service provider (“ISP”) to other destinations via the IPLC of the call center.

5. Interconnectivity with “hot sites” is permitted for the purpose of back-up and working during a disaster at the international call center location.  For this purpose, the international call center operators must provide the following: 

a) A dedicated server or router at the hot site pertaining to the international call center.

b) Local leased lines from the international call center to the respective servers dedicated for the international call center at the hot site.

c) A local leased line from the hot site to the IPLC provider.

Hot sites can be used by the International Call Center connected to it, only at the time of a disaster, by requesting the IPLC provider to switch its IPLC towards hot sites.  The DOT must be intimated about the use of hot sites.

6. International call centers of the same group of companies are permitted to cross map the seats for use during a disaster.  During normal days, the original international call center must use all seats.  However, in the event of a disaster, cross-mapped seats must be vacated for use of the other international call center.  The international call center must inform the DOT of the use of cross-mapped seats by the other international call center.

7. For foreign end connectivity, an International Call Centre may use ATM / MPLS / Frame Relay based Managed International Networks in addition to the existing connectivity through point to point IPLC. Accordingly, para 1.2 of Part (1) of the terms and condition of the Registration for International Call centre now reads:-
“1.2   The International Call Centre set up by the Other Service Provider (OSP) will be connected to foreign end Point of Presence (POP) by International Private Leased Circuits (IPLCs) and / or using technologies like ATMs / Frame Relay / MPLS in Managed International Networks provided by Authorized Service Providers.”
Guidelines applicable to Indian Call Centers 

1. Domestic call centers can be set up on a separate infrastructure and well as on shared infrastructure will the International call center. 
2. Two domestic call centers of the same organization can be interconnected, subject to the DOT’s approval.

3. Internet connectivity is permitted.

4. Interconnectivity of international and domestic call centers is not permitted, since it will bypass the ILD operators in India.

5. Domestic call centers may have PSTN connectivity at one end or both ends or at multipoints in a more complex configuration, with only incoming and with outgoing disabled at all places, wherever PSTN termination is provided.

6. However, on case to case basis, and subject to the submission of a bank Guarantee of Rs. 10 Lakhs in its favour, the Department of Telecommunications, may permit the making outgoing calls from the Domestic call center using the local PSTN connections through the PABX of the Domestic call center. Note that leased lines will not be used for making out-going calls. Thus the call centre agent would be allowed to make out-going calls using the separate local PSTN line (which will be terminated on the EPABX of the Domestic call centre). This PSTN line will not be connected in any way to the call center’s leased lines or its incoming only lines.

7. Domestic Call Centers may use Integrated Services Digital Network (ISDN) to back-up leased lines and improve the resilience of the system, with the following arrangements:

a) An ISDN number will be placed at the Call Center with out-dialing only facility.

b) An ISDN number will be placed at the Remote Location with incoming only facility.

c) The service provider will confirm that only the telephone numbers of the ISDN telephone at the specific Remote Location can be connected.

d) If the leased line fails, the ISDN number at the call center will automatically dial the pre-selected ISDN number of the Remote Location via the PSTN network.

Documents to be submitted with the registration application

1. Demand Draft of Rupees one thousand (Rs. 1000) drawn in the name of “Pay & Accounts Officer (HQ), DOT,” toward the processing fees. 

2. Addresses of the locations of the Indian end and foreign end where the IPLC will terminate.  In case of Indian call centers, the addresses of all locations connected to the leased lines or where incoming PSTN lines terminate.  

3. Bandwidth of the IPLC.

4. Number of seats in the call center.

5. Memorandum and Articles of Association of the company.

6. Schematic diagram of the call center layout with equipment details.

7. Names of the foreign clients (in case the company has not tied-up with any foreign clients, the names can be given before the start of the service). 
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