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Every PAL is precious to BPCL. Be it a moment or a friend.
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Pramod Sharma, ED(Retail)

...One day in the
near future we will
be known as the

best customer caring
company amongst
Oil Marketing
Companies.

www.bharatpetroleum.in

Dear Partner,

It gives me great pleasure to address you through Journeys. This is my first
communication through your journal and at the outset | would like to
acknowledge the wonderful support you have been giving Bharat Petroleum. |
have full faith that this bond will continue to grow stronger for BPCL.

My note comes to you at a time when a sea change is soon to engulf the
Petroleum Industry. Competition is set to increase by the day and brand new
products will soon be here to change the dynamics of Petroleum Retailing
totally. But | firmly believe the one thing that will remain constant at all times is
Pure Customer Service. As we have seen time and again, superlative customer
care and service can keep any challenge at bay.

It's an open secret today that Oil Marketing Companies are challenging our
core competence in Urban Markets as well as our benchmarks in customer
services. Thought leadership, superior technology and ambience at Retail
Outlets are critical offerings that set apart Bharat Petroleum from others and
these are the key factors that keep us one notch ahead of competition.

As a direct outcome of the softening of international crude prices and
appreciation of the Indian Rupee, our country, for the first time in eight
years, witnessed an over recovery in Diesel Pricing. This has also initiated
deregulation of HSD pricing by the Government of India. Private players have
been quick to sense these reforms and have already moved into the action
mode as seen from the revival of closed fuel stations.

Competition is constant as far as marketing is concerned and facing it
innovatively is an art. Bharat Petroleum’s Project PAL is a mission to demystify
myths and close all gaps to stay ahead of competition. The word PAL is a
combination of the first letters of Bharat Petroleum’s benchmarked services of
Pure For Sure (PFS), Automation and Loyalty; and the Project is a mission with
the sole objective of reinvigorating the RO network through a well developed
monitoring mechanism.

You would agree that Bharat Petroleum’s Services, Automation and loyalty
offerings are time, acceptance and competition tested. We enjoy an unbeatable
lead in terms of our robust automation offering as well as significant customers’
patronage of our loyalty card offerings. Moving to the next level, we will now
focus on 100 % implementation of automation features along with consistent
communication of services measures at the forecourt by the DSMs.

What has defined Bharat Petroleum’s strategic lead all through has been in
the “through put per RO” that we constantly achieve through non replicable
service orientation, unparalleled automation standards and highly impressive
retail outlets. In addition to our persistence in maintaining the RVls, | also
acknowledge the support given by you in maintaining that sacredly.



can increase
With the kind of revo
is important to transform the
customer enrichment offers. The energy
smart look, staff and services.

Our Highway ROs branded as OSTS (GHAR) and Highway
position on important National Highways. They should focus at gar
sales. We need to continuously focus on offering our SmartFleet offerings a
solutions all through their Journey.

Project PAL aims at rediscovering all these. Along with Project PAL, therefore, we also
understand that it is important for us to adopt a combination of hardware and human
centric solutions, to sustain leadership. We are looking forward to REVIVE as many
closed and defunct ROs, RECONNECT with dealers network thru extensive field visit
and focused group meeting to ensure that even small pending issues are addressed thru
positive and time bound action, REMODEL the ROs aggressively by giving a hard and
deep look at all the facilities, REINFORCE PFS, Automation and Loyalty thru earnest
implementation of the “PROJECT PAL”, REACTIVATE the broad functional aspects of
QSRO & SDCV concept and to RETRAIN the DSMs on service standards with an acute
positive approach.

You are our leaders, who lead from the front and we want to support you, keep you
fighting fit at all times and equip you with tools and technologies required to counter
hyper competition. Please feel free to talk about your concerns and requirements to
our Field Officers when they come over for the quality field visits. They will adopt
a solution centric approach to liaise with all concerned on your behalf to resolve
pending grievances.

Before | sign off, | would like to share a dream that is very close to my heart.

| have a dream, a dream that we consciously move away from a “Product” and a
“Facility driven” company to a “Service obsessed” company and the products that
we sell get wrapped with “Care and Services” that we promise to the end customer.
| firmly believe that if we follow current global trends in Customer Service practices,

like Leveraging Service for revenue growth, Integrating Customer touch points, Driving ln our kind Of SeCtor, we
in more customer-centricity, Creating high-performance operations and Enhancing

Cleanliness standards, one day in the near future we will be known as the best must lntegrate brand;

“Customer Caring Company amongst Oil Marketing Companies.” prOdUCtS and services
’

And undoubtedly in our kind of sector, it is imperative for us to integrate brand, to deliver a COherent
products, and services to deliver a coherent and wholesome experience to customers. .
An experience so enriching, that they love to choose Bharat Petroleum, always. Let’s expenence to customers.
march together to deliver that promise of “Pure Service.” An experience SO
Warm Regards, enriching, that they love

o to choose BPCL first.

Prafiod SKarma
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My Jstory

Every story has a reason to be heard. The most simple one being that it’s a
story! Send us your stories, funny anecdotes at work; saving or life changing
incidents that inspired your customer or even how a customer brought
happiness to you! Interesting ones would be shared in Journeys and you
would receive an exclusive gift voucher for your genuine and exclusive
creativity!

What you must ensure:

4 Original stories from your life or what you have witnessed
4 lLanguage : Hindi or English

4  Word count : 1000 (Max)

4 Interesting images (At least 2 MB)

How to send : Type and send your story with Photograph, Contact Details &
CC number.

Post to: Editor-Journeys, Bharat Petroleum Corporation Ltd, Bharat Bhavan-1,
Currimbhoy Road, Ballard Estate, Mumbai 400001

e- Mail : editor_journeys@bharatpetroleum.in

Please note manuscripts will not be considered

= |

STAY UPDATED : For E-Journeys, please mail to : kavithamathew@bharatpetroleum.in or call us at 022-22713338
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JOURNEYS

EDITORIAL

Every PAL is precious

Journeys is very happy to bring you an issue that speaks entirely about customer
moments to cherish and nourish.

Our theme this month is “Every PAL is precious, be it a moment or a friend” of
BPCL. The story line has been chosen to gel with Project PAL, that's being taken
out by Retail SBU, and which is a dedicated effort to leave no stone unturned for
ensuring best of services. With tacit changes in the Petroleum scene up ahead, most
importantly the deregulation of HSD prices and the evident energy among private
players, the wake-up signal for us is to brush up, shine and deliver. Project PAL,
focuses on PFS, Automation and Loyalty to deliver and delight our customers.

While that is going on offline on the field, don’t miss the waves being created by

BPCL online, in the social media. We have active conversations going on everyday

Echo it with customers - happy, sad, infuriated and frustrated customers. The conversations

are live, ticking and eye opening too. If you still have not opened your window to

Itis importantto BPCL on the World Wide Web, well we must say it’s high time you did, to know

transform the RO into  what your customers think about you. Be heard and listen too! From this edition we

a happening place with  are bringing you an entirely new page on online stories along with various other
multiple activities and  opportunities and contests to stay connected.

customer enrichment

offers. The energy of The connect is very clear therefore. What we de/iver offline on the field, is what our

the RO can be doubled  customers share as instant on/ine testimonies. The separating line between the real

with its smart look, staff and virtual world has narrowed down so much that we just can’t afford to overlook

and services. it. In fact, it suffices to say, the divide no longer exists.

- Pramod Sharma  Please don’t miss the excitement in Journeys or online! Because every PAL is
ED(Retail)  precious!

Warm regards
Team Journeys
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Bharat Petroleum adjudged
“Best Performing” Navratna
PSU by India Today

harat Petroleum has been recognized by the India Today

Group as the BEST PERFORMING PSU among the Navratnas
that have powered the Nation’s growth. One of the most
prestigious awards, this award attains utmost relevance as it is
the culmination of a Nation-wide study on the country’s best
performing Public Sector Undertakings, who are contributing
the most towards Nation building. Most befittingly, BPCL has
been adjudged the winner for the consistent performance
during the last three years.

On behalf of BPCL, Mr. K. K. Gupta, Director (Marketing),
received the award from Union Minister for Consumer
Affairs, Food and Public Distribution Ram Vilas Paswan in
the presence of Mr. Shekhar Gupta, Editor -in-Chief & Vice
Chairman, India Today Group and Mr. Abhay Kumar, CMD,
Grihapravesh Buildteck at the India Today Group PSU Awards
in New Delhi on 21st August, 2014.

BPCL bags IlIE Performance
Excellence Award

ndian Institution of Industrial Engineering (IlIE) conferred
the Performance Excellence Award 2013 in the Platinum
Category (Organization in the Energy Sector) on Bharat
Petroleum Corporation Limited. On behalf of BPCL , Mr.
B.P. Singh, GM i/c Planning and Infrastructure received the
award from Padmabhushan Dr. Sivathanu Pillai, CEO &
MD, BrahMos Aerospace at the IlIE 18th CEOs Conference
held in Lonavala, near Mumbai on 4 July 2014.

Over the vyears, the discipline of Industrial engineering
has gained wide acceptance and recognition as a distinct
profession in India. The IlIE that has instituted this award is
the national body for the advancement of the IE profession
in India.

4 * www.bharatpetroleum.in
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Mr. KK Gupta, Director (Marketing), with the excellence award for BPCL l

In the first ever comprehensive survey of Indian Public Sector
Undertakings, published recently, India Today evaluated the
PSUs across four segments - Maharatna, Navratna, Miniratna
and other PSUs - under eight categories. The survey offers a rare
insight into the functioning of Indian PSUs and its contribution
towards our Nation. Bharat Petroleum was adjudged as the
Best Performing PSU among the Navratnas in these categories
that were established considering various core dimensions of
growth, strategy, performance and competitiveness of a PSU.

The award is in close succession to other accolades that Bharat
Petroleum was recently decorated with, like the “Star PSU
Award”, the “PSE Excellence Award” in the Maharatna and
Navratna category and the “World Petroleum Council Award
for Excellence in CSR”, to name a few.

In his congratulatory note to BPCL employees, Director
(Marketing) expressed that each award propels BPCL to perform
stronger, better and also raise the bar of excellence to the next
level and that, “this achievement was made possible only
through the stupendous efforts and team spirit in achieving not
only the goals of the organisation but also the vision co-created
by all of us to energise a billion lives in more ways than one.”
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6 MILLION
accident free man-hours
crossed on 22 July 2014

CONGRATULATIONS
KOCHI REFINERY




Hon'ble Minister P&RANG
meets Industry Members

Mr. Dharmendra Pradhan, Hon’ble Minister of State,
(Independent Charge), Ministry of Petroleum & Natural
Gas, met Industry members and officials of Oil Companies at
the Meet organized in Pune on 12 July 2014.

Mr. A.L. Krishnan, SLC, Maharashtra welcomed the Hon’ble
Minister and in his presentation gave an overview of the
infrastructure , sales, current / incoming projects etc in
respect of the Oil Companies in Maharashtra. Some of the
issues being faced by the industry members like Octroi and
LBT also came up for discussions during the meeting.

The Hon Minister in his address spoke about the gradual HSD
deregulation and the need for the Oil Companies to gear up
for facing the challenges in the emerging scenario. He also
advised the Oil Companies to maximize the penetration of
domestic LPG in Pune and simultaneously expand the PNG
(Piped Natural Gas) network in coordination with MNGL.
He also advised the Oil Industry to work towards hassle free
and friendly LPG refill delivery system.

Joint Secretary (R)
launches Vigilance Portal

We need to ensure functioning with transparency and
good corporate governance,” averred Mr. R.K. Singh,
Joint Secretary (Refineries), MOP&NG, Government of India,
at the launch of the Vigilance Portal in BPCL. C&MD, Mr. S.
Varadarajan echoed his sentiments, stating that governance is
critical for an organization and it is vital that we adhere to
guidelines while meeting business needs.

The meeting

concluded with a vote of thanks by Mr.
M.M.Khan, Senior Manager, SLC Maharashtra. The program
was coordinated by SLC Maharashtra Office with active and
valuable support from TM (Retail) Pune, BPCL and his team
who put in tireless efforts to meet deadlines at such short notice.

The Vigilance Portal was launched on 3rd July, 2014 in the
presence of Mr. Manoj Pant, our CVO, Ms. Madhu Sagar,
GM (Vigilance), Mr. S. Ramesh, ED (PR, Brand & NI), Mr. R.P.
Natekar, ED (I&C), Mr. Ramesh Nair, GM (HRS) and officials
from the Vigilance team and other departments.

The website has the objective of creating awareness on good
governance, sharing knowledge on ethical practices and
proactive vigilance and connecting with all the employees.
Apart from showcasing various award winning slogans and a
wide range of activities conducted during Vigilance Awareness
Week, a large number of interesting case studies have also
been shared, to provide a glimpse of frauds and corruption
worldwide. These can serve as reference points for people to
report on cases in future.

On the auspicious occasion, Mr. R.K. Singh also launched
the e-magazine from the Vigilance stable - “Soch” - which
promises to provide food for thought. ‘Soch’” will be an
important communication channel where interesting articles
and case studies will be published on a quarterly basis.

With these two communication channels, Vigilance hopes
to reach out to everyone and make a difference. Participative
vigilance is the way ahead.

Mr. RK Singh, JS(R), MoP&NG, views the Vigilance Portal along with
CVO, Mr. Manoj Pant, Mr. S Ramesh, ED(Brand, PR &NI), Mr. Ramesh
Nair, GM (HRS), Ms. Madhu Sagar, GM(Vigilance) and others
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Director Marekting
inaugurates HSSE Meet

hile inaugurating the Location based HSSE Role holders

Meet — Southern Region, Mr. K.K. Gupta, Director
(M) exhorted all to adopt best practices in operations and
technology. He emphasized that each of our locations should
become world class. The meet was organized at Chennai on
25th & 26th July, 2014 wherein 47 HSSE role holders from
Retail, Aviation, LPG & Lubricants participated.

After the welcome address by Mr. P.K Raghunathan, RLM,
South, Mr. Pramod Sharma, ED (Retail) shared the data on
accidents. Mr. P.C. Srivastava, ED HSSE, stated that there
should be zero tolerance on safety. Sharing accident statistics,
he said that the rate of accidents is higher in India and training
programs play a major role in accident reduction.

The meet started with the Regional presentations on Significant
Audit finding, DCMP Fire drill deficiencies & Near Miss/
Root cause analysis recorded and systemic improvements
made during the past one year followed by the presentations

Mr. KK Gupta, Director (Marketing) lights
the inaugural lamp at the HSSE Meet

by Location HSSE role holders on Effective Maintenance
Management etc. ED-OISD, Mr. Hirak Dutta made a
presentation on Safety Management emphasizing ‘How Safety
can be achieved through effective operations & maintenance.’

Go green for “IREP Green
Belt” Project

r. B.K. Datta, Director (Refineries) gave the GO Green to
the IREP Green Belt Project (Phase II) by planting a sapling
at the Refinery main gate area on 13 August, 2014. Present
on the occasion were Mr. Prasad K. Panicker, ED (KR), Mr.
P Kumaraswamy, GM I/C (Projects), Mr. P.S. Ramachandran,
GM (Project Units) and Mr. P.K. Thampi, DGM (Technical) I/C.

This phase has the ultimate objective of planting 20,000 trees
as part of the ongoing IREP project. It involves greening and
beautification of the existing refinery area with special focus
on development of both sides of the road with decorative,
flowering and fruit bearing plants.

i ——
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GAS signs MoU with BASF

n view of the increasing Natural Gas demand in the country,

Gas SBU and Corporate R&D Centre (CRDC) have undertaken
a joint developmental program on the Adsorbed Natural Gas
(ANG) concept. This is a novel, cost effective, energy efficient,
eco-friendly, safe technology for Natural Gas distribution for
stationary and automotive applications by rolling out pre-filled
gas canisters for Natural Gas distribution.

BPCL and BASF, USA signed an MoU on 4 August, 2014 at
New Delhi, for joint development of an ANG platform in
India, with an aim to leverage complementary strengths of
the two Fortune Global 500 giants. The MoU was signed by
Mr. I.S. Rao, ED (Gas) and Mr. Joseph Lynch, Global Director,
Energy Storage Application, BASF, USA in the presence of Mr.
V. Duggal, GM (Gas), Dr. P.S. Viswanathan (DGM-R&D) and
CRDC & Gas teams. The developmental work will be jointly
carried out by CRDC, Gas SBU and BASF teams.



License Tracking System
activated in Kochi Refinery

r. B.K. Datta, Director (Refineries) inaugurated the

Licence Tracking System at Kochi Refinery on 24 June.
This System is used for tracking Statutory Licenses, Calibration
Certificates & Agreements which require periodic renewals.
In this system, the licenses details of different departments are
managed centrally. The system also generates automatic email
notifications ahead of renewal dates of licenses which will
help in the timely renewal of licenses. Mr. Prasad K. Panicker,
ED (Kochi Refinery), Mr. C.K. Soman, GM (Operations),
Mr. P.K. Suresh, GM (Finance), Mr. M.N. Neelakanton,
GM (Advisory Engineering), Mr. P. S. Ramachandran, GM
(Projects- Units) and other Senior officials were also present
during the occasion.

BPCL firms up term
contract with ARAMCO

Saudi Arabia is the world’s largest exporter of crude oil
at around 7 million barrels per day. BPCL is the biggest
importer of Saudi Grade of Crude oil in India. Hence
relationship with Saudi Arabia is of prime importance for both
BPCL and our country.

As approved by BPCL board, International Trade has finalized
procurement of 4.6 MMT of Saudi Arabian grades of crude
oil (Arab Extra Light, Arab Light, Arab Heavy, Arab Medium,)
under term contract for 2014-15. International Trade also

International Trade finalizes procurement
of 4.6 MMT of Saudi Arabian grades of
crude oll (Arab Extra Light, Arab Light,
Arab Heavy, Arab Medium,) under term
contract for 2014-15. Term contract for
enhanced volume of 3.25 MMT from 2.5
MMT of Saudi Arabian Grades of Crude
oil (Arab Light, Arab Heavy) for our joint
venture refinery BORL for 2014-15 was
also been renewed during 8-10 June
2014. Mr.BK Datta, Director (Refineries)
led the BPCL delegation that included
Dr.BK Das, MD (BORL) and Mr.R.K.
Mehra, ED(IT).

facilitated renewing the term contract for enhanced volume of
3.25 MMT from 2.5 MMT of Saudi Arabian Grades of Crude
oil (Arab Light, Arab Heavy) for our joint venture refinery
BORL for 2014-15.

Accordingly, a high level delegation headed by Mr. B K Datta,
our Director ( R ) accompanied by Dr. B.K.Das MD (BORL),
Mr. R.K. Mehra ED (IT) and Mr. T.V.Viswanath Ch. Manager
(IT) visited Saudi Arabia between 08 - 10 of June 2014 for
firming up the term contract and hold discussions of mutual
interest.The delegation held meetings with M/s Saudi Aramco
at their office in Dhahran and also visited Rastanura terminal,
the world’s biggest Crude oil export terminal.

Burns Unit donated by BPCL at Govt.
Medical College, Ernakulam was
inaugurated by Mr. V.S Sivakumairr,
Hon'ble Minister for Health, Govt. of
Kerala. Also present at the function on
28 June were Mr. VK Ebrahim Kunju,
Hon'ble Minister for Public Works, Govt
of Kerala. Mr. Prasad K Panicker, ED
(Kochi Refinery) and Mr. S Somasekhar,
DGM (HR) I/c. The Burns Unit is the first of
its kind in Ernakulam and nearby Districts.
With a hydro therapy tub and special
beds for patients, the unit will be part of
the surgery department with a plastic
surgeon on board. An operation theatre
and ventilator facility is also part of the
unit. The unit would be very beneficial to
the burn victims in the industrial capital
City as well as nearby areas.
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Innovators dazzle at 3
NR Achievers’ meet

he entire Delhi Territory’s Dealer network

along with the Retail & Lubes Territory
Teams celebrated “Achievers Award Nite 2013-
14” on the glittering evening of 3 July 2014. It
was a celebration of the journey of success
through hard work, innovation and persistence
for excellence.

The Grand achiever award was bagged by M/s
Matta Automobiles for the 3rd consecutive
year. Mr. Matta and family received the trophy
from Mr. Pramod Sharma, Executive Director
(Retail) and his wife.

Earlier, in his address, Mr.Pramod Sharma
elaborated the importance of taking care of the DSMs who
are the main link of our Business & Brand with customers
. He conveyed his message of differentiating BPCL ROs
thru exemplary Customer Service Standards by beautifully
explaining how Mumbai’s Taj Hotel staff responded to the call
of duty by putting Customers’ Safety & Security above their own
lives and exhibited the true Customer Service during the 2008
attacks . He also appealed to all the dealers to ensure inclusive
growth for sustenance .

At the start, Capt. Shankar N Karajagi,Territory Manager
Retail,Delhi gave the highlights of Delhi Retail Territory’s
performance during 2013-14. Mr. T. Peethambaran, Head
Retail North and Mr. Inderjit Singh, Regional Mgr Lubes North
also spoke.

Awards were presented to the most “Innovative Marketers”
who had excelled in various Customer Connect Initiatives
throughout the year such as Grahak Utsav, Transporters Meet,

Collaboration is the key

On 13th August, 2014 inter-SBU camaraderie and co-
operation between 1&C and Retail was celebrated with
aplomb. An 1&C customer needed 700 MT of bonded FO
380 to be loaded in a single day for a foreign-going vessel
at Kandla. The timing was of utmost importance as any
delay would incur demurrage. The problems were further
compounded by the limited number of tank trucks available
at Kandla for such a movement, requiring one tanker to be
filled more than once during the day.

Kudos to the Kandla team who, under the leadership of Mr.
Vineet Bhutani, Mgr Ops (I/C), Retail started operations at
6.30 in the morning and continued till late night to ensure
that the required quantity was indeed made available. Such
a landmark and focused display of customer loyalty has been
rare and each and every member of Kandla Installation, i.e.
M/s. Bhutani, Hemant Rathod, Ashish Kumar, C. Prakash

8 * www.bharatpetroleum.in
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Grand achiever award to M/s Matta Automobiles
for the 3rd consecutive year

Taxi and Tour Operators Meet, Mechanics Meet, One Day
Wonder and Customer Connect schemes, which had played a
pivotal role in enhancing the fuel sales.

It was followed by award presentation to the biggest achievers
among the dealer network under various verticals such as Allied
Retail Business, Loyalty, Lubricants, CNG, PFS- Platinum,
Automation, MS & HSD .The event was a celebration clubbed
with thanksgiving event to all the spouses of the dealers for
silently supporting and backing the business partners to achieve
the set goals. Mr. Rajnish Verma , TM Lubes proposed the vote
of thanks and the event ended on a high note with cheers all
around which displayed the re-energized determination and
the will to excel in 2014-15

Ram, Vijay Singhan and Raghuram, deserve a salute. The
Installation guys were ably assisted by AM (Indl) Rajkot, Mr.
Arvind Goel, who co-ordinated the activities between the
Installation, customer and transporters consistently throughout
the day.

The incident was commemorated by cutting of a cake by Mr.
R.P. Natekar, ED (1&C), Mr. K.S. Shankaran, DGM (Logistics),
1&C and Mr. Amit Garg, TM (Indl), Ahmedabad. Mr. Bhutani
apprised all of the history of the Installation and Kutch district.
Mr. Vijay Shingan, AM Ops (Retail) gave an overview of
Kandla Installation, which was once known as the ‘Mecca of
Operations’ in BPCL. ED (I&C) appreciated the performance
of the Kandla Team and complimented them for excellent
housekeeping and cleanliness, despite some major projects in
progress. The operation carried out would certainly make the
customer think about ‘BPCL First’ throughout his requirements.



C&MD’s visit energises
Team Ahmedabad

r. S. Varadarajan, C&MD and Director (Marketing),

Mr. K.K. Gupta visited Ahmedabad recently, to the delight
of the staff there. Mr. Prakash V. Ghorpade, State Coordinator,
Gujarat extended a warm welcome. Then, Regional Head
(Retail), West, Mr. P.S. Ravi gave a brief background on the
various initiatives being taken by Retail in strengthening
market share.

C&MD apprised the team on BPCL’s global expansion
programme, from exploration in Mozambique and Brazil to
setting up of an office in Singapore; opportunities available in
the near future, deregulation and setting the goal of making
BPCL a Maharatna PSU. He also emphasized on safety, which
must be maintained at all times at all levels.

Director (M) emphasized the need for BPCL's presence on
global platforms, the urgency of retaining market share by
keeping the existing customers happy and also expanding
our reach to touch their lives, and the ‘BPCL First’ initiative to
ensure this. I&C, Lubes, LPG and Aviation SBUs also presented
their performance.

FUELLING SKIES
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Global recognition for
Social Impact by Bharatgas

small yet sensitive initiative of promoting solar lights in

Beyond LPG Basket created a dramatic impact in 3 years
period. The figures are like 4,297,000 lives empowered,
1,074,000 school aged children reached with solar lighting,
99,913,000 USD saved in energy related expenses,
986,380,000 productive hours created for working and
studying, 386,000 tons of CO2 offset and 4,127,000 kWh
generated from renewable energy sources.

The ultimate goal of development is to make a difference
in quality of life. And that becomes special, when the
difference is felt by the most deprived sections of the society
with respect to the basic necessities, for them and for their
children. By promoting LPG usage, LPG Business has been
serving a very basic requirement of people, that is providing
clean cooking fuel in every kitchen. This itself contributes to
environmental protection by arresting deforestation, reduction
of indoor pollution and ensuring better health of children and
housewives.

Out of deep engagement with people’s lives in remote areas
and concern for their well-being, came the drive of promoting
solar lanterns in villages through the ‘Beyond LPG’ initiative.
Generating non conventional energy from solar panels and
supplying through grids are capital intensive and high tech
projects. But lanterns fixed with a small solar panel are
cost effective, portable and affordable. LPG SBU took solar
lighting devices of various sizes and for different purposes like
solar street lights in its ‘Beyond LPG’ basket for last 3 years
and promoted the products in a big way in rural areas. LPG

DPT at Lalru LPG Plant

PCL Chief Vigilance Officer, Mr. Manoj Pant (IFS),

inaugurated the DPT facility at Lalru LPG Bottling Plant
on 26 June 2014. He was very appreciative of the team for
developing the Hydro Testing Unit inhouse and at a very low
cost with scrap material. He also reviewed the security and
safety systems at the Plant and discussed at length with the
Plant officers.

While reviewing the performance of the Lalru LPG Plant, he
appreciated the initiatives taken to enroll nearby villages for
welfare of the community in/around plant. He emphasized
that we should enroll children by organizing painting/essay
competition on special occasions like Foundation Day,
Vigilance Day, Environment Day and festivals. Mr. Pant was
accompanied by Mr. D.N. Mathur - RLM NR, Mr.Indrajit
Mazumdar, DGM (Vigilance) HQ and Mr. Shishir Kumar - Sr.
Manager (Vigilance) Northern Region.

10 ;wwwbharatpetroleum.ln

Mr. George Paul ( ED, LPG), Mr. Suresh Nair, DGM(Sales, WR) and Ms. Rema Menon, Chief
Manager (Beyond LPG) HQ, receiving the Social Impact Award from India Head, D-lite

Territories in Bihar and UP have sold large numbers of solar
torches, lanterns and solar street lights in remote areas, where
electricity is not available. It provides an immense satisfaction
to see that a humble lantern lights up the life and home of a
family at nil recurring cost. LPG Distributors of Patna Territory
have donated large numbers of such torches to their customers
under project named ‘Lighting Up the Village’ (LUV). Number
of villages in UP and Bihar have been the beneficiaries of this
LUV project.

The scale and magnitude of this exercise was so large that
Bharatgas featured in the list of top 5 global partners of the
manufacturer of solar light ‘d.light Design Inc’, a San Francisco
based company which is pioneering the use of solar devices
world over. In 2014, ‘d.light Inc" was named as a B-Corp
“Best of the World” company, based on overall global impact
on community, workers and environment. Certified B-Corp
(Benefit Corporations) companies meet rigorous standards
of social and environmental performance, accountability
and transparency. D.light also invited BPCL to attend the
global award ceremony in New York. In recognition of this
pioneering partnership, d.light Inc awarded the Socia/ Impact
Certificateto BPCL. “Pursuing a noble cause of energising lives
through an innovative business process gives us double joy,
one for making a positive impact on many more lives and two,
for taking the brand forward. We love to be the ‘most loved
brand’, said Mr. George Paul, ED (LPG) who recived the award
on behalf of BPCL.

Modified DBTL

The Modified DBTL scheme — launch on 15 November 2014
in 54 districts and in rest of the country by 1 January 2015

Direct Benefit Transfer of LPG Subsidy (DBTL) scheme
earlier launched on 1st June 2013 had then finally covered
291 districts. In this scheme It required the consumer to
have an Aadhaar number for availing LPG Subsidy. After
a comprehensive review of the scheme and examining the
difficulties faced by the consumer, the modified Direct
Benefit transfer of LPG (DBTL) scheme is being re-launched
in 54 districts on 15 November 2014 in the 1st Phase and
in the rest of the country on 1 January 2015. Follow MORE
DETAILS in next issue.

Visit www.mylpg.in



C&MD with Piyala LPG team

To remain the best and work towards excellence in
operations, safety and delivering value for money to our
esteemed customers, it is of utmost importance for all of us
to put our hearts and minds together and keep learning and
enjoying our work,” said Mr. S Varadarajan, C&MD, BPCL. He
was addressing the Piyala LPG and Retail team on his recent
visit to Piyala LPG plant, which is the biggest bottling plant in
the country and has recorded bottling of 1013 MTs in a single
day, the highest and without overtime.

He emphasised on the importance of continuous learning from
what we have done well and where we need to improve. He
reminded that we had to gear up for the HSD regulation that
would happen very soon and urged that we had to maintain
our market share and also focus our efforts to increasing it. He
also stressed on prompt refill deliveries and zero complacency.

“Safety First Safety Must” shall remain the watch-word, he
added.

C&MD was given a very warm welcome to the Piyala LPG
plant by Mr. D.N Mathur, RLM NR and Mr. Kailash Nath,
Territory Manager (LPQ) Piyala. He was accompanied by Mr.T.
Peethambaran, DGM I/C Retail North. He visited the plant and
also planted a sapling to mark the occasion of his visit.

C&MD took time to interact with the workmen and officers at
the LPG filling station and also shared his observations on the
sealing machine and quality control that was being undertaken
before loading the cylinders on the trucks. TM (LPG) Piyala &
TM (Retail) Rewari updated C&MD on the SBU activities. TC
(LPG) Piyala detailed about the technological upgradation
done inhouse in the plant.

5kg LPG, now also at Cuttack & Bhubaneshwar

harat Petroleum has been venturing into the possibilities

of Energizing Lives of the customers in various ways.
Considering the needs of the emerging segment of young
professionals in the IT / BPO sector and students, Bharat
Petroleum Bhubaneswar has rolled out sales of 5 KG Free
Trade LPG (FTL) Commercial Cylinder from its strategically
located retail outlets in the twin Cities of Bhubaneswar and
Cuttack.

The scheme, which was earlier launched at our COCO outlet
BP- Bhubaneswar at Chandrasekharpur on 6th March 2014, has
already conquered the kitchens of many of our new consumers.
The roll out of the scheme was graced by Mr. George Paul

(Executive Director, LPG), Mr. Siddhartha Banerjee ( General
Manager Retail East) and Mr. P K Ramanathan ( Regional
Manager LPQG), on 07 July 2014 at BPCL Retail Outlets M/s
Rajdhani Service Station at Rajmahal Square and M/s SK & SF
Rehaman at Rasulgarh

Mr. George Paul ( ED, LPG), Mr. Siddhartha Banerjee, GM ( Retail)
East and Mr. P K Ramanathan ( Regional Manager LPG) at the 5kg LPG
cylinder launch at BPCL Retail Outlets M/s Rajdhani Service Station at
Rajmahal Square and M/s SK & SF Rehaman at Rasulgarh

LPG HIGHLIGHTS
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All India Lubes
Technical Meet
at Goa

AV M
(@)

mphasizing the need for building a stonger MAK brand,

Mr. K.K.Gupta, Director (Marketing) urged Team MAK
to focus on select sectors. He also aspired that Team MAK
would perform as specialists and explore new strategies like
converting base oil sales into value added sales or partner
with CNG companies. Thinking ahead of times and delivering
with devotion is the only way to grab the market share said Mr.
Gupta who urged everyone to join the drive to taking BPCL to
the Maharatna status.

Director (Marketing) was delivering the key note address at
the 9th All India Lubes Technical Meet organized by Product
and Application Development Department (P&AD - Lubes)
in Goa during 5-7 June 2014. To mark the launch, Mr. K.K.
Gupta lit the ceremonial lamp along with ED (Lubes), Mr. K.P.
Chandy, Mktg. Mgr. (Lubes), Mr. Satrughan Rath and DGM
(P&AD), Mr. K. Ravi. ED (Lubes) in his address emphasized on
tapping all global and Indian OEMs to improve on brand value

C&MD visits Wadilube
Installation

r S Varadarajan, C&MD was given a very warm

welcome to Wadilube Plant by ED (Lubes) Mr. K P
Chandy, Plant Manager, Mr. S. K. Mahindroo and Head
SCM Mr. V R Kharche on 16 June 2014. Appreciating the
team spirit at Wadilube, C&MD complemented them
on their contribution to the excellent performance of our
company during 2013-14. He also urged them to continue
the united performance to meet tougher challenges in
the times ahead where business would a great shift in the
HSD de-regulated scenario and more competition in the
market. Any journey towards excellence requires us to
benchmark best practices, engage in continuous learninf
and improvement and ensure a very strong commitment to
safety and security, C&MD said.
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and volumes, differentiating MAK through product quality to
beat competition, focusing on developing synthetic products,
improving after development service and imparting training to
field staff.

L g

During the meet successful case studies on Wartsila Gas Engine
Oil, Steel Sector Lubricants, Sugar Mill Grease and Advantages
of Proficiency Testing were presented. Industry experts from
other organisations were also engaged to cover topics on
automotive and industrial lubricants. Mr. Gupta also released
the technical literature CD. The key objectives of the meet were
to provide exposure to the technological developments in the
field of Lubes and Greases, developments in Automotive and
Industrial sector, provide a platform for effective networking of
various groups / sections within the business and understanding
the field perspectives on harnessing the strengths of P&AD.
P&AD team, RTSMs, Direct TMs and delegates from Lubes HQ
attended the meet.

MAK at IGL Outlets

PCL has entered into an MoU with Indraprastha Gas

Limited (IGL) for marketing of MAK Lubricants at 115
IGL CNG Stations across Delhi and NCR. Delhi has huge
potential of Gas Engine Oil and by bringing IGL in its fold,
Delhi Reseller team has targeted to promote MAK GE along
with coolants, brake oil and greases across all IGL outlets.
Mr. KP Chandy launched the sale on 24 July, 2014, along
with Mr. Narender Kumar, MD (IGL), in the presence of
Mr. S. Rath, Marketing Manager (Lubes) and Mr. Rajesh
Chaturvedi, Director (Commercial), IGL. To give the launch
further impetus, a One Day Wonder activity was also
conducted at IGL Station, Mahipalpur on the same day.

L
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SR Lubes Channel partners meet

ubricants Bazaar Channel Partners Meet was organized

by SR (Lubes) on 17th July '14. Executive Director (Lubes)
Mr.K.P.Chandy inaugurated the meet that was convened to
share market feedback and dynamics and to set the orientation
and strategize the plan to promote MAK Lubricants in Bazaar
Channel aggressively in 2014 - 2015.

Marketing Manager (Lubes) Mr. Satrughna Rath , and National
Channel Manager (Lubes) Bazaar Mr.Pushp Kumar Nayyar
and 66 high performing Channel partners of Bazaar Channel
participated. RM (Lubes) SR, Mr.M.S.Ramamoorthy welcomed

00 0000000000000 0000000000000000000000000

Mega Lubes Retailers
Meet at Hospet

2-Day Retailers’ (Bazaar Counters) Mega Meet was

organized by Belgaum Lubes Territory along with
champion PLD, M/s Sri Venkateshwara Traders who had made
elaborate arrangements for the residential meeting of Retailers
in Vijayashree Heritage Village, an ethnic Rajasthani heritage
resort in Hospet. The retailers also had the opportunity to visit
Hampi, a world heritage site.

The mega meeting was organized to announce the results of a
lucky draw scheme “MAK KA KAMAL SONA KA DHAMAL”
that was run by Bellary PLD - M/s Sri Venkateshwara Traders
for the months of February & March 2014 for the retailers in
their area. More than 50 silver and gold coins together with 2
motor bikes were offered to the lucky winners.

ED (Lubes), Mr. K.P. Chandy, RM (Lubes) SR, Mr. M S
Ramamoorthy, BDM(Lubes)SR, Mr. S Kannan and BCM(Lubes)
SR, Mr. K'S Kannan were present along with the Belgaum Lubes
Territory team of Mr.Karun Krishnan, TM (Lubes) Belgaum, Mr.
S.Ramachandra, Mr. S.Rajput and Mr, R.Chandra Sekhar.

More than 200 retailers from over 6 districts were part of
this mega meet which started with a technical presentation ,
where details of the quality of our product and insights to the
advantages of MAK'’s new products - MAK 4T NXT, MAK DZL
Zenith, and MAK Trac Magic + were shared with the Retailers.

The lucky draw for the scheme was done in the evening by
ED (Lubes), who handed over the keys of two Motorcycles
to the lucky winners. During the function, major Retailers
of the area who are with MAK for the last 10 years and also
doing consistent volumes were felicitated. This was a major

the group and urged to focus on small pack ratio improvement,
premium grade sales and need for the secondary sales activities
and key grades sales. . A motivational video on “CELEBRATING
THE SUCCESS” to set the tone for the program.

NCM Bazaar (Lubes) elaborated on the prevailing coupon
scheme and also had a detailed interaction with the Channel
partners for introduction of certain new grades and their
potential. Marketing Manager (Lubes) urged PLDs to focus on
New Generation Oils and plan network expansion in order to
increase our market share in Bazaar Channel.

JVews hytes

recognition and a boost to the association and relationship of
MAK with Retailers. Complimenting the consistent efforts of
PLD M/s Sri Venkateshwara Traders, ED(Lubes) handed over
a Memento in recognition of the PLDs 10 years of excellence.
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Be it a moment or a friend ;)f BPCL

Countless PALs (or moments as we say in Hindi) make
life a journey to treasure. And similarly, many PALs make
a friendship circle grow wider. For Bharat Petroleum, our
mission is to transform each PAL, be it a customer or the
BPCL moment in our customer’s life into a precious one.
All our customer centric initiatives are for widening our
network of happy customers. Yes, it is all directed to
friends of BPCL, our dear customers, our PALs.

We are dedicated to making every PAL(every moment) a
great experience for them at any fuelling point.

And that is why we have initiated Project PAL, a
thoughtful combination of our services:

We believe, as Mahatma Gandhi said, “A customer is
the most important visitor on our premises; he is not
dependent on us. We are dependent on him. He is not
an interruption in our work. He is the purpose of it. He
is not an outsider in our business. He is part of it. We
are not doing him a favor by serving him. He is doing us
a favor by giving us an opportunity to do so”

So we want to assure we give her/him the best every
time she/he visits a Bharat Petroleum Outlet.

Read on to discover how BPCL Retail Team
energizes the lives of Customers ....

Cu

he three Cs of Customer Service:

Consistency, Consistency, Consistency.
Consistency is the secret ingredient to
making customers happy. A Customer’s
journey can span all elements of a
company and include everything from
buying a product to actually using it
having issues with a product that require
resolution, or simply making the decision
to use a service or product for the first
time. We know that Customer Service
is the Service provided to Customers
before, during and after purchasing and
using goods and services. Good Customer
Service provides an experience that
meets customer expectations. It produces
satisfied customers. Bad Customer Service
can generate complaints which may lead
to customer defection to a competitor.

It is very important that a customer is
treated properly and with extreme care.
And the art of ensuring this is called
Customer  Service.  Rising  customer
expectations continue to push businesses
to improve the customer experience across
all channels and network. Excellence in
one encounter in one outlet is no longer
sufficient; customers expect the same
frictionless experience at all outlets. In
a world where research suggests that
fewer than 30 percent of customers trust
most major brands, ensuring consistency
on customer journeys to build trust is
important for long-term growth.

“We see our customers as invited guests to
a party, and we are the hosts. It's our job
every day to make every important aspect
of the customer experience a little bit
better.” This is how Jeff Bezos, founder and
CEO of Amazon, explains the Customer
Service mantra of his company.

Today, investing in Customer Service
brings tangible benefits to the business by
retaining them and persuading them to
spend more.

Customer Service is not only greeting
a customer and giving more than
expectation, but also understanding his/
her needs, value of his/her time, and other
intangibles like fair transactions, quick



transaction, right quality and quantity of
product, making customer feel respected
and welcomed etc. To optimize both
market share and margins, it is important
to provide customers with consistent,
compelling experiences before, during
and after their purchases across all
channels.It should be ensured that the
customer interactions and engagements
are highly personalized, and the right
information at the right place at the right
time is delivered. Giving this aspect top
priority, BPCL Retail SBU has embarked
upon Project PAL for Customer Service.

The emerging scenario in Petroleum
Retailing is no more illusionary but
is going to be an all out ruthless
competition governed by Darwin’s
principle of “Survival of the Fittest”.

The most enduring initiative for short
term & long term customer stickiness
is the delivery of service promises on
the forecourt on a consistent basis —
“Baar Baar, Lagaa Taar”. This is the
biggest challenge and will be the major
differentiator in times to come post initial
wave of freebies, discounts & additional
margins to dealers.

Retail SBU has therefore introduced
Project “PAL” an acronym for PFS,
Automation and Loyalty, which is
envisaged to strengthen Service Protocols
at the forecourt:

e Strengthen PFS service protocols
at all ROs

e Introduce Automation at all
important ROs and communicate
to the customers

* Promote Loyalty Program
aggressively.

Our most successful initiative, Pure
for Sure (PFS) focuses entirely on the
consumer need for quality and quantity
assurance. Over the years as the numbers
in PFS grew and the competition caught
up, the differentiation needed to be
re-enforced. With a view to elevate
PFS to the next level, PFS Platinum
has been evolved in select markets, to
deliver a differentiated experience to
our customers. This program provides
assurance of quality and quantity and
the best level of service to our customers
with practices like CCTV surveillance,
SMS on fuel purchase, auto billing,
windshield cleaning, extended operating
hours and additional electronic air
gauges.

The ten basic steps to win the customer’s
heart are a key to differentiate BPCL in
the minds of customers, viz. Forecourt
Supervisor guiding the customer to the
pedestal, DSM guiding the vehicle to
an available DU, DSM greeting the
customer, showing zero, removing
the fuel cap, showing end quantity,
preventing spillage around fuelling area,
accepting payment, providing mandatory
auto generated bills to 4-wheeler
customers and thanking the customer.
Through training of Dealer / DSMs and
regular monitoring, service protocols
and other service promises to be carried
out at ROs are being strengthened.

With the new-gen automation, fuelling
experience has transformed into a
promise of accuracy and transparency.
BPCL promotes the practice of “No
Automation, No Operation” (NANO)
at automated outlets, with a view
to strengthen customer confidence
regarding its commitment of leveraging
technology to deliver correct fuel quality
and quantity to our customers.

The automation at our Retail Outlets is

designed to enhance our credibility
with customers through electronic
SMS and personalized billing — For
every enrolled customers, an SMS is
generated for every fuelling transaction.
The endeavor is to register all 4
wheelers fueling at the ROs for SMS.
Automation also helps Dealers monitor
product stock and all fuel transactions,
to provide an assurance of quality
and quantity to customers. All in all,
automation has a meaningful purpose
for our customers and dealers too.

‘PetroBonus’ and ‘SmartFleet’, BPCL’s
twin loyalty programs today boast of
a member base of a million members,
which give the customer an experience
of cashless convenience, secured
transactions and reward points. Both
these programs are a benchmark in the
fuel industry.

The PetroBonus program combines
convenience in payment along with an
inbuilt rewards program that rewards
the customer with Petromiles every
time he/she fuels. The SmartFleet
program provides an innovative
business enablement solution to the
largest customer segment in HSD
sales i.e. fleet owners. The program
is successfully operating for over a
decade, recording year on year growth
in customer enrolment and transactions
on its strong fundamental of building
lasting customer relationships. The
SmartFleet Programme offers the fleet
owner an unbeatable convenience,
security and a host of privileges such as
cashless transactions, vehicle tracking,
Credit Option for Fleet Owners and
Cash Management System.

All out efforts are being made to
widen the loyalty Customer base by
explaining PFS, Automation & Loyalty
program features of the RO.

SPECIAL FEATURE
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f one wants to see PFS-Platinum

practices being followed consistently,
justdrop in to fuel at M/s Masauri Service
Station, Shantipath, New Delhi. Any
time of the day or night, the staff remain
at their best to serve the customers. You
will always be welcomed by a smiling
“Namaste” and treated with the respect
which a customer commands. Entire
fuelling sequence goes on smoothly with
an amazed customer noticing entire
fuelling sequence on the digital screen
just next to his side window of the car.
In seconds the windscreen of the car is
wiped and customer is directed towards
air point if there is need for tyre pressure
check. Full circle of “confidence” is
observed in the entire fuelling sequence
at this Retail Outlet.

The dealership was enrolled into the
latest initiative of BPCL - PFS Platinum

Forecourt Supervisor
with white coat ik
guides vehicle to Hiaa i T
pedestal | A - e

DSM Guides vehicle to
Free DU and guides the
car where to stop

From fuelling to fulfilling

and was certified in the month of
August 2012 with the score of 100/
100. The dealership has bagged many
awards namely “Best PFS Platinum
RO”, “Highest Credit card transaction”,
“Highest no of SMS generation” etc. at
regional level. It will not be a hyperbole
if we say that PFS-P standards come
naturally to this dealership.

Mr. Shailendra Singh and his wife
Mrs. Sabita are the partners in this
dealership. They have two sons (Mr.
Uttam Kumar, Mr. Pawan Kumar) and
one daughter Mrs. Rashmi Rekha. Mr
Pawan Kumar assists his parents in
managing the day to day activities at
the RO with entire family dedicating
it's time  for upliftment of the venture
of PFS-P round the clock.

The Dealer Mr. Shailendra Singh and
his son Mr. Pawan Kumar personally
manage the RO throughout the day
and attend to customers with a very
high degree commitment to service.
They also personally see the upkeep
of the RO to ensure that world class
standards are always maintained in
the RO.

Unforgettable Service
is the only reason why
acustomer comes
backtoyou

The RO is fully automated with VIS
(Vehicle Identification system) which is a
special and a unique offering to the elite
customers. The dealer has enrolled about
9000 customer into this RFID based VIS
system.

The enterprising dealer operates the ARB
proposition “In & Out” convenience store
very professionally and has increased
the sales from Rs. 12 lacs /month to Rs.
49 lacs/ month in a span of just 3 years.
This is a whopping 400 % growth in turn

over.
After fuelling
Show End

The specialty and the USP of this RO Quantity ,

is that, the first two shifts are operated
exclusively by DSWs (Driveway sales
Women) The staff salary is paid thru
RTGS and every staff is nurtured very
well by the dealer. This caring attitude of
Mr. Singh creates a feeling of oneness &
brings about feeling of ownership towards
the workplace in the hearts & minds
of staff. The dealer has made special
transport arrangements for pick up and

Remove Fuelling
Cap to fuel

DSM greets the customer with folded hands and
enquires about quantity and product



Thank
customer

and request
them to come
again

Provide Mandatory
auto generated bills to
4-wheeler and above
category customers

SPECIAL FEATURE

Accept Payment ,
ask the customer to
enter the pin number
wherever required

Dus Kadam,
a promise of
unforgettahle service!

drops for DSWs from their residence to
e RO & back, to ensure their safety and
security. Due to this personalized care by
dealer, the staff is very energetic and always
ready to give their best services to the customers
with a smile round the clock. The RO is always spic
and span and beautifully lit. The Dealer also caters to an elite
clientele of Embassies, State Bhawans, Corporate houses, senior
bureaucrats, Politicians etc.

Wipe clean the
fuelling point
before closing
the lid

Mr Shailendra Singh is an affable personality. He is actively
involved in Social service activities in Bihar (his Janm-Bhoomi)
& in Delhi (his Karm-Bhoomi) too. He is one of the star dealers
with a very high commitment to performance and registers a
sales of approx. 500 KL MS and 500 KL HSD per month. The
Dealer has been consistently scoring 100 out of 100 in all the
3rd party PFS Platinum audits since Tst certification in 2012.
This shows the commitment and passion of the dealer to set
a bench mark in customer service standards in the retail outlet
among the oil industry.

His message to his dealer friends is to provide best services
to their customers so that BPC flag can fly to a new height. Mr.
Singh has a very clear vision and states that ‘if you want to
win any battle then your force/army should have always a full
stomach’.

A visit to this RO takes one from “fuelling” to “fulfilling” level
instantly. BPCL takes pride in having such committed dealer in 4
its network. :

Mr. Shailendra Singh,
M/s Masauri Service Station, New Delhi
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Heart to hearts!

Journeys reveals precious secrets of how

BPCL Dealers have won the hearts of
customers. It's not just about knowing them,
it's also about understanding their needs and
being ever ready to serve.

Service is our Motto

his is the story of how a home-maker transformed

into a successful entrepreneur, with a simple motto
- Service. The outlet M/s Shivashakti Service Station on
Mysore - Bangalore State Highway, Mysore Territory,
is just a nine year old outlet, but with diesel sales of
2880 KL per month.

Mrs. Bhagya Ramalingam, the Dealer, is a simple
human being with limited interests. A family person,
her hobbies include Gardening, listening to Music and
Meditation. Extending her hobby into her workplace,

she has maintained a well decorated garden at the Retail
Outlet .The best thing about her is that she personally
greets all the customers whenever she is at the RO.

Her corporate customers are her biggest strength. She
is a thorough professional when it comes to tapping
sales potential through corporate customers. Today
she has M/s Shobha Developers which is a renowned
construction company, M/s BSNL the telecom, M/s BL
Kashyap another construction company which form
part of her list of corporate clients. And it has been with
sheer persistence and hard work that she could get them
on board. She humbly credits all this to BPCL territory
team.

Firmly declaring “Service” as her team’s motto, she
lays a lot of emphasis on service related activities.
Windscreen cleaning for example has been there right
from the inception of the outlet.

Not all would say “My customers are my relatives,”
but she says this with great emotion. In her words,
being at the RO everyday is like celebrating a festival.
She forgets all her sorrows at the RO. She recalls the
challenges that she had faced during initial stages of
operating the RO. She used to travel long distances
during night after having spent long hours at the RO for
being dutiful towards this business and to learn the finer
nuances of the art. From a homemaker to a successful
entrepreneur, she has enjoyed the transformation and
she and financial independence.



Customer is King

LN Fuel Station situated on Mysore —

Bantwal State Highway-88, Karnataka
state, Mysore Territory, is in the midst of
Western Ghats surrounded by lush green
coffee estates and waterfalls, Coorg
attracts millions of tourists from across
the world. The dealer, Mrs.V.Visalakshi
believes in the motto that “CUSTOMER
IS THE KING”.

To ensure high standard of Customer
Service at all times, the outlet is open 24
hours. For making her lady customers
more comfortable, she has appointed
two Driveway Sales Women to assist at
the Forecourt during the day time. Ms.
Visalakshi ensures that no customer of
hers leaves the outlet without fuelling.
Melodious music at the outlet in-fact
makes fuelling an experience with a
beat!

With her passion for gardening, Ms.
Visalakshi ensures that the garden at
her RO is fresh and well maintained

to add to the pleasant ambience. The
other extremely important facility that
is maintained by her is neat and tidy
washrooms which are tended at all
times by dedicated housekeeping staff.
The importance of this neat and clean
facility can be measured by the fact that
a customer went to the extent of sending
a letter of appreciation to Territory
Manager, Mangalore for fantastic
upkeep of the Toilets at this outlet.

Ms.Visalakshi also provides clean
drinking water through Kent Reverse
Osmosis (RO) System for all her
customers. She has been getting lots
of appreciation from tourists for the
beauty of the outlet. She also attributes

ustomer care for sure

rs. Neeta Mishra understands that fuel business
by default falls into a product segment that lacks
differentiation. Therefore she values Customer Service
and believes that Service differentiation is the game
changer for any Oil Marketing Company (OMC) in this
age of discerning and demanding customers.

The century old dealership
M/s S.L.Misser in Patna retail territory is situated on
highway at Dhawalpura. This outlet is a witness to huge
local and foreign tourist commute daily as it is on the road
that connects major cities of tourist attraction in Bihar like
Nalanda, Rajgir, etc. Despite large number of OMCs ROs
on the stretch, this RO has earned a unique distinction of
being commuter’s choice for a pit stop along the journey
by virtue of just one factor — Clean Toilet blocks. It stands
testimony to the fact that attention to detail and to keep
the basics right can be the real game changer.

The inspiration for this attention to toilet block dates
back to 2004, when a German tourist visited the RO
and scribbled on a piece of paper a message that read:”1
should like to give a short comment on this petrol station.
I am surprised and | feel this is one of the cleanest and
best petrol stations in this part of the world”.

Customer Service as an important
aspect for having achieved 2 KL per day
Diesel sales from a humble beginning
of 900 litres per day two years ago.
It is the endeavor of the Retail Outlet
to enter into the status of Platinum
Category.

Special message that she would like to
extend to her dealer friends is, “Business
can be sustained through volumes. To
meet the volume criteria, the dealer
should keep his eyes and ears open to
meet the customer’s demand. And as
we all are aware, the Customer is the
King and when the King returns the
business flourishes.”

Ms. Visalaskhi truly echoes what Robert
Half, Business Consultant believes,
“When the customer comes first, the
customer will |3

The more YO
Cust()mers
things become an
easier it is

what you sh

_john Russell, For
‘Oof Harley Davidson

This wonderful feedback has
since been preserved by the
dealer as a token of inspiration
to further raise the service
standards of her RO. This
outlet has now become a
destination outlet for tourists
who stop by at this outlet not
only for fuelling but also for
using the basic amenities.

Every RO has its set of unique
factors associated with it, be
it the location or the class
of customers it caters to. To
provide best in class service
standards, our message to other
ROs is loud and clear — Keep
the basics right and make those
unique factors your strength.

u engage with
the clearer
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ould be doing.
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The 3-Ts in PFS
platinum

fter ~ having  completed his

management studies from the
University of Lincolnshire & Humberside
(UK. in 1999, Mr.Naveen Singh
Shekhawat worked as a Marketing
executive in General Motors in London
and later got engaged in Colonisation,
Construction & Stone Mining activity in
and around Jaipur. In 2005 he began his
venture into Petroleum business with the
dealership, M/s Naveen Petronet, Jaipur.

The retail outlet is situated on the
Queens Road in the Jaipur City which
is an important arterial road joining two

you'll never have
a product of price »
advantage again- They |oc :
be easily duplicated, .ue
a strong customer ser.vn;
culture can’t be copied.

major roads (Ajmer Road to Sirsi Road).
The RO falls opposite the very famous

Jharkhand Mahadev Temple.The
dealership was one of the first ones to
be enrolled for Platinum PFS initiative.
Mr.Shekhawat , sums up platinum PFS
in 3T's:

— With Automation initiative,

mandatory 4-W automated billing
is a big step towards levering technology
for the benefit of the customer. Recording
and capturing all fuelling transactions
is another major leap towards using
automation for the laid down purpose.

RANSPERENCY —With automation
Treports such as the Preset

Mismatch Report being tracked on
daily basis etc, the overall transparency
levels have risen enormously. This has
brought a change in the mind sets of
the DSM’s & the RO staff as a whole.
Small things like showing of “ZERO”
& “FINAL READING” in each & every
transaction has contributed towards
achieving higher transparency levels.

TECHNOLOGY ENHANCEMENT

he Seth Brothers, Tanmoy and

Pranab Seth of M/s Seth Brothers,
Haldia under Kolkata territory are both
actively involved in the Retail Outlet
operations. The outlet has achieved 300
KL per month volumes today
from 120 KL per month
when they had started four
years ago. When asked
about the mantra for this
growth, the dealer promptly

RUST OF CUSTOMERS.
TMr. Shekhawat acknowledges the

contribution of the PFS Platinum
initiative in achieving 37 % growth in
MS sales during the year 13-14. This is
really commendable especially given
the fact that a New Retail Outlet was
commissioned in its trading area.

He also appreciates the benefit of real
time viewing of RO operation through
CCTV and makes it a point that the
RO Team Leader examines the footage
and discuss  with the concerned /
respective RO staff for corrective action/
improvement.

The CCTV footages have also been
extremely useful in resolving many
customer complaints. Mr. Shekhawat
keeps the morale and motivation level
of his staff high and celebrates their
birthday by distributing sweets and
chocolates to all staff. He says, “This
is a great way of recognition for the
staff for the efforts put in by them. And
every effort has to be acknowledged and
recognized. This is our way of doing it”.

A cup of tea to energise customers

replies, “We treat our Customers like
Kings”. Continuing with their excellent
customer service, Seths have kept a Tea/
Coffee Vending machine at the RO,
which is absolutely free of cost for the
customers. The cost incurred is about
Rs 200-300 per day, but what they gain
from it is tremendous satisfaction and
loyalty of their customers. “I started
this facility keeping  in mind those
customers who drive their vehicles the



Customer service
is hot an end,

(ts infact

just the beginnhing

As we have seen, Customer
Service is not just a term, it can
result in beautiful relationships
and enhanced business if
understood and executed
properly. One of the most
important aspects of a Customer
Service Key Performance
Indicator (KPI) is that of what

is often referred to as the “Feel
Good Factor.” Higher the

“Feel Good Factor” better the
“Customer Service” i.e. the
customer feels good about visiting
the RO. Reiterating the basics
that we all must know:

entire day, and come to my outlet in
the evening for fuelling. A cup of tea at
the outlet helps to energize them!” he
shared. The customers on the other end
can’t thank him enough for this small yet
thoughtful gesture of the Seths. Here’s
what few customers had to say:

Bablu Pattanayek(Bus driver),” Thanks to
Tanmoy Da, now we can get a hot cup
of tea after work. Previously, as there
were no Chai shops near by, it used to be
tough to get a cup of tea. The customer
service provided is excellent and no
other petrol pump provides us with such
good facilities.”

. Know your product — Know what products/service you are
offering back to front. In other words, be an information expert.
It is okay to say “l don’t know,” but it should always be followed
up by “but let me find out” or possibly “but my friend knows!”
Whatever the situation may be, make sure that you don’t leave
your customer with an unanswered question. For example, if
a DSM does not know the benefits of SmartFleet program he
should immediately direct the customer to the RO Manager or
the competent person who is able to answer the query.

Body Language/Communication — Most of the communication
that we relay to others is done through body language. Two of
the most important aspects of positive body language are smiling
and eye contact. Make sure to look your customers in the eye.
It shows that we are listening to them and hearing what they are
saying. And of course smiling is more inviting than a blank look
or frown. Greeting the customer, the 3rd point of Dus Kadam is
not just a step, it is an important action to make customer feel
welcomed. Therefore, the manner in which it is carried out is

very important.

. Anticipate Guest Needs — Always look for ways to go above and
beyond the expectations of your customer. In doing so, it helps
them to know that you care and it will leave them with a “Feel
Good Factor” that we are searching for.

Presentation of Retail Outlet: Neatness and availability of all
basic needs such as Fuel, Acceptance of different approved
payment modes, Pleasant Disposition of DSMs, Neat and Clean
Driveway should be in order.

Kartik Dikshit (Transporter),”
Along with Tea/Coffee the
petrol pump also provides us
cold bottled water during hot
summer days. | always fuel at
this pump as | get good service
along with good diesel”

The dealer, Mr. Tanmoy, says
he feels really proud to be a
BPCL dealer and wishes that
the brand is always kept flying
high.
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EADERS NEED TO PLACE people in

a culture and jobs that tap into their
sense of purpose and their personal
essence—that special capability that
differentiates them from others. Meeting
this challenge yields great rewards for
employees and companies.

A lack of purpose causes anxiety, and
anxious people work inefficiently.
They are not engaged in their work
Imagine the level of productivity and
the sense of fulfillment and happiness
that would occur, if you tapped into
your employees’ personal essence and
sense of purpose? This might provide the
ultimate competitive advantage!

What instills and reinforces a sense of
purpose? | find that this happens when
five key elements are addressed.

The challenges in a job draw on the

person’s personal essence. It does
no good to ask a plumber to do an

Y7 > www.bharatpetroleum.in

SENSE OF PURPOSE

James A. Cusumano

Tap into it to instill happiness.

electrician’s job. So, hire the right person
for the right job at the right time; and when
you make a mistake, exit that person with
grace, dignity and compassion as soon
as possible. It is in both the company’s
and the employee’s best interest to do so.
This is a difficult task, but it’s a key factor
in building a successful company. Also,
work with employees to uncover the
nature of their assets and strengths. The
investment in time and money is more
than worth the effort. At Chateau Mcely,
the award-winning castle spa hotel
near Prague that | developed with my
wife, we do this by multiple recruitment
interviews and day-long assessment tests
conducted by skilled HR practitioners.
This is followed by discussions with
our employees, personal coaching and
training. We still make mistakes, but this
practice has led to a happier, committed
team and to commercial success.

The job or position appeals to the
person’s need to help the greater good.
Almost everyone wants to do something
meaningful, to make a positive difference.
So, find the means to articulate an
inspiring vision and mission that captures
the excitement and imagination of
employees. Keep it simple—present it
in one sentence in the corporate dream
statement, so that all employees can
remember and embrace it.

At  Catalytica  Pharmaceuticals, a
company that | co-founded, our corporate
dream was to “produce the lowest-cost
pharmaceuticals using the cleanest
technology” Our 2,000 employees found
it motivational to embrace this dream.
Recently, | asked an executive what
business he was in. He replied that he
was in the business of manufacturing,
marketing, and selling beer. A more
inspirational answer might have been,
“We stimulate conversation and foster
hospitality by providing people with the
best beer in the world!”

There’s a reasonable probability of
success in achieving the goals that are
set. No one wants to work hard without
accomplishing something. One way to

keep employees motivated when they
are facing several challenging, longer-
term goals is to set some short-term
easier goals that demonstrate progress.
In baseball, this is a singles strategy.
You can’t focus only on home runs;
there needs to be some singles along the
way to show progress toward the final
goal and thus maintain the employee’s
motivation and focus. These small
successes also raise the value of your
enterprise and the validity and viability
of your strategy in the eyes of all
constituents, especially investors.

Employees enjoy great autonomy. Hire
good people, work with them to set
specific goals that support company
objectives, and then let them decide
how best to get the work done. Langer
and Rodin report an increase in self-
esteem, happiness and health when
hospital patients are given even modest
increased control in their lives. We all
like to have reasonable autonomy over
what we do. This motivates us, and we
then find creative solutions.

Employees share in success that they
help achieve. This could include public
and private positive feedback, bonuses,
a salary raise, stock options, and as we
do at Chateau Mcely, meaningful profit
sharing at the end of the year (note
that monetary rewards are last). After
reaching a reasonable level of financial
stability; money is not the primary
driving force for most people.

When practiced diligently, these five
guidelines create a great company.
They replace the anxiety of a relentless
single-minded effort towards ROI with
the passion, purpose and fulfillment of
making this a better world.

James A. Cusumano, Ph.D., is co-founder of
Catalytica, pro—~ducer of What Matters Most,
and renovator of Chateau Mcely, a luxury
castle spa hotel, and author of Balance: The
Business-Life Connection.
www.balancethebusinesslifeconnection.
com.



Listen to your customers

Good customer service is no longer a secret.

If we do it, people talk about it. If we don’t, people talk ahout
that too. WHAT DOES YOUR CUSTOMER SAY ABOUT YOU?

Tell us @ www.facehook.com/BharatPetroleumcorporation
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[ °Uui Readershin Survey 2014

Welcome to the JOURNEYS Readership Survey! We are asking for just a few moments of your time to make sure we hear your
opinions and suggestions so we can best serve your interests. Your views will definitely help us provide you the kind of magazine

you want!
1. How do you generally acquire information about Bharat Petroleum?
UJourneys LIBPCL Website LFACEBOOK CLinked.In @ BPCL Staff
UDealer /Distributor network UMedia LOthers
2. How often do you read JOURNEYS?
UEvery issue LMost issues LOccasional issues UNever read an issue
3. Please tick the topics that interest you :
Business and Strategy : OMessages from CMD/Directors/ Business heads QCorporate news

QOil & Gas Industry QAutomobile Industry QGlobal & International issues Management Topics

General interest Topics : dPersonal achievements QArt & Culture OHealth Care QEnvironment

QScience & Technology QTravel & Leisure UlLetters to editor
4. Please suggest any new topics that you wish JOURNEYS should cover :.....................ocoiiiiiiiiiicce
5. Please rate the quality of JOURNEYS on the following:
Excellent Good Average Poor Very Poor
Content a Q a a a
Cover (] a a a a
Ease of reading a Q a a a
Writing style a a a a a
Layout and design a a a a a
Photography a Qa a a a
Timely delivery a a a Q Qa

6. “JOURNEYS strengthens my personal connection to Bharat Petroleum as it ...”

L Motivates me [ Serves as a source of information L Helps me improve my business L Other:

7. JOURNEYS has inspired me to :

Ulnitiate/participate in an activity ~ UPublish an article in Journeys Share information with staff/colleague
U Contact other business associates Follow BPCL on social media [HSend my views to the editor
UFollow BPCL Web site UParticipate in Energising Lives Contest LOther

8. What article / topic has been the most memorable in the last year?

9. What is it that you like most about JOURNEYS?

10. What are the articles/topics you would like to contribute to Journeys?

U Personal achievements UStories [Poems UTravelogues LPhotographs WOthers

11. Are there any changes or improvements you would like to suggest in the journal?

12. Please provide the following information about yourself.

Your relationship with Bharat Petroleum? U Dealer UDistributor UCustomer WStaff  LOther
OO OO OUOPOORUROROIY. (< < KRR Gender: ......ccocevvennne
Territory/ReGION. .......oooviiiiiiiiiiiiii i (6 (T (0 TSN
CoNtACE NO: ...eviiiiiiiiiiiiiiiiie e EMATT T i
Thank you for PLEASE SEND YOUR FEEDBACK TO

participating in the

JOURNEYS readership
survey 20141 Or mail to : editor_journeys@bharatpetroleum.in

Please cut here and send us your feedback. You can also scan and email
your feedback to us. Please retain a copy of the views you send us.
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Photo & Movie contest
for
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SEND YOUR entries

TOWN!

and be the talk of the

THEME : Happy PAL

(Happy customer moments)
Entries you send should
necessarily have any of BPCL

Brands in the context.

WHAT’S IN STORE
FOR YOU ?

Win exciting prizes.
Plus, the “PEOPLE’s
Choice” and TOP 2
entries from each region
will be covered in an
exclusive FEATURE in
your own JOURNEYS
and will be widely
shared on FACEBOOK.
All winners and SOs of
the winning Territories
will receive special
mention.
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PHOTO CONTEST

Image format : JPEG/TIFF/PNG

Image Size : 1 MB (min)

Resolution : 200dpi (min)

No.of entries : 2 (max) per participant

MOVIE CONTEST

Short film duration : 6-7 mins
Narration/ Subtitles : Any language
Short description : English (Word Doc)
No.of entries : 1 (max) per participant

COMPULSORY PARTICIPANT PARTICULARS :
Name, Dealer/Distributorship Name, CC No:, Territory & Region,
Contact No:, and Name & Contact Number of Sales Officer.

Follow the
contest on

>>
>>

>>

LIKE, SHARE AND FOLLOW BHARAT PETROLEUM.
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