ANDHRA PRADESH STATE ROAD TRANSPORT COI&’ORATION

No M1/174(1) /2009 opo (M) ~ Office of the VC & MD,
_ o Musheerabad Hyderabad

Clrcular No 06/2009 OPD (Mktg) Dated 24-02 2009

Sub CUSTOMER FOCUS FORTNIGHT Conductlng of “Customer‘

‘Focus Fortnlght" from 16.03.2009 to 31 03 2009 for the Year
2009 Reg P o '

Ref: 1 Lr. NO M/533 (24)/2004 “OPD (M) Dated 02 02.2005.
2 Lr No M/533 (24)/2004 -0PD (M) Dated 23 03. 2005

I. INTRODUCTION'

-' “?U(iatmmto agmeatdea[m&ﬁew wﬁatwe
In the present day competltlve enwronment in Transport.
~Market it becoimes more relevant to go to the people once again .

. with our Marketing Schemes and also to grve wude pubIM:lty under
the banner of Customer Focus Fortnlght. : ,

_ Therefore Customer Focus Fortnlght is observed durmg the month of o
‘March every year :

. For thus purpose, |t has been deaded to observe the Customer Focus'
Fortmght from 16th to 31st of March, 2009

o II OBJECTIVE OF THE FORTNIGHT .
‘ ;1._To reach customers at doorstep and seIl the produCts
2 To build a lastlng relatlonshlp with the customers
. 3 To enhghten customers on passenger fruendly, economical and D
: _' -'safe transport serv:ces offered durlng past 75 years :
~4. To improve the |mage of the Corporatuon A
5 Commemoratlon of A Decade of exnstence of CAT Card
CIIX. STEPS TO BE UNDERTAKEN. . i

A. ADDRESSING AND INTERACTING WITH THE CREW:
S Gate meetmgs to be conducted wn:h crew’ emphasnsmg lmportance of
the customer, the impact of Marketmg Schemes; the success stories of

Employee Agents and others who have ‘shown hlghest performance in

selhng Marketmg Products and commlssmns earned by them etc



> Garage Staff should also ‘be educated on the need for effectlve '
mamtenance of vehlcles for customer satlsfactlon They should be
explamed importance of long lastmg relatlonshlp between the customer
and Orgamsatlon A _ " ,

» Gandhiji's words on ‘Importance .of the Customer must be explamed

R Elite people and 0ffcnals from RTA, Pollce, Educational Instltutlons Socnal

- Service Organlsatlons etc, should address the staff on Customer | |
Relatlonshlp , o ) ' . .
Y Three best employees, who are Pollte, Courteous and Effectlve (Based on -
No/Least complalnts, Highest sale of Marketmg Products Regularlty,
" Punctuality etc ) must be selected by a Committee of DM Traffc Incharge
'and Garage Incharge They should be assoc:ated in' Gate Meetlngs‘
Classroom Lectures. These employees ‘shall be awarded with an

' Apprecnatlon Letter and Cash Award of Rs. 100/- on the concludmg day of -

',_'.the Fortnlght by a VIP (powers delegated to Depot Manager - vnde._

Notification No. PD-02,  Dt. 20. 02:2007). The services of best -

" .employees should be brought to the notlce of publlc through News Papers
along with photographs S

- > Throughout the Fortnlght Passenger Frlendly Measures be publlshed in ,.

Iocal Edltlons of the News Papers ' ' ' '

- B. DISPLAY OF BANNERS AND BOARDS FOR PUBLICITY OF_
APSRTC PRODUCTS & SERVICES \

‘> ‘Banners should be exhlblted in Bus Depots and Bus Statlons in Telugu
to mark the celebratlons of Customer Focus Fortnlght 2009 These -
Banners. should emphaS|se the Focus / comforts / services rendered by " ’

~ APSRTC to the customers h

C. THE FIELD ACTIVITY OF THE FORTNIGHT-

1. CAT / CGC / JHT / DHT / GBT / TAYLs /- Sales activities . shall be
undertaken to mcrease our market from 16 03 2009 to 31 03 2009.
2. S-pecual Moblle camps at all Bus Statlons and at potentlal places viz.,
Bazaars, major Traff‘c Junctlons, lmportant wllages/Towns fallmg.

" under the ]unsdlctlon of respectlve Depots shaII be taken up to sell' |



. various products of APSRTC There should be maJor leap |n sales in |

| view of conductmg Customer Focus Fort _lght ) o
. The followung servnces / awareness shall be made avallable to the
‘Customers in the campalgn . '

a) APSRTC - in the serwce of public for 76 years

.. b) Couple : Gift ‘Cards (The " cushion” of six" months perlod to"

undertake 96 hour journey shall be made use of).’
- ¢) Sale of JHT / DHT, .
- d). Monthly:Season’ ’Fckets

e) General Bus Tickets,

f) Travel As You Like T'ckets etc

g) Information/Booking: of : Buses on’ 'Package Tours, Sabarlmalal"“"""’@"":”j'"'

buses booklng, Specnal Hire buses to. plcnlcs, V|5|tmg pilgrim
centres, mamages, excursions etc '
o "|) Safety advantage in APSRTC buses
“-.§):About the features of ABAIS. - e
k) Location of ATB Agents with Phone Numbers etc.::
- 1) OPRS o
-»m)12666

; Unit Off cers must take up clearlng of all the pendlng pubhc grlevances:

/ complalnts as a task A report m the proforma-I (enclosed) must. be
»submatted ' ' \

. The servnces ‘of Employee Agents CRCs T-20 members shall be
utlllzed for sale actlvutles They should VISIt all lmportant Off ces and

-colleges |n thelr JUrISdICtlon and propagate Marketlng Schemes of'

APSRTC

. The teams should VlSlt nearby f rms for sale of alI products of APSRTC
' The management of firms should be mvolved They can also try to I|nk

up the sale of CAT Cards W|th the salarles of employees |e _the_

'company pays ‘the amount for number of cards to be taken by}
employees and thls amount to be later recovered from the employees "

in mstalments

. The Jeep of Depot Manager shall ‘be attractlvely decorated on |tems of ;

Business of APSRTC and moved to dlfferent market areas
). OF ams"tnon of Qm z Pro ram the staff =

L :"_' o

sz program should be organlzed to the staff wnth quest|ons'v

_vframed on: customer ‘focus. “This will inculcate a ‘sénse’ of customer

centrlc attitude among the staff and also lmpart them wnth valuable"'




o knowledge about the organlsatlonal culture -DMs . and-. frontline
- supervisors should take maxnmum care to orgamze Qunz program |n
; several spells dunng the fortmght so as to cover all employees

The winners. of the qunz program be rewarded wnth pen
(economlcal model), chocolates etc DMs may draw an. amount of

'_,Rs 500/- for this purpose Model questlons for the qurz program are

annexed

DV CTMs in partlcular have to gunde the DMs in planmng and.-
~ executing the qulz programmes._ . : A y

The CAT Card scheme was”'la'unched on 1% January, 2000;-and THE

| YEAR 2009 happens to be the 10" year of CAT Card mtroductlon |

- Commemorating th|s Loyal Customers Meet/ CAT Card Dasaabdl
. _Utsavam loyal customers meet be " orgamsed at the Reglonal level,

| ,throughout the state. The followmg are some of the gmdelmes to conduct

the event.

,To ldentlfy Iongstandmg CAT card customers who are usmg CAT card »‘

nght from the year 2000 (From the database processed from the CAT,'
card appllcatlons avallable in the depots If the mformatlon of the '

'year 2000 IS not avallable, the appllcatlons of the Rs 140/- card'
~ holders of the prevrous two years may be consudered )

To arrange a publlc meetmg preferably in the premlses of the Dlstrlct’ |

- Bus Statuon and invite all the. |dent|f ed senlor CAT cardholders

To fehcutate Three (3) senior most CAT cardholders and let them -

address the gathermg and share thelr experlences ‘This wrll boost the -

morale of the CAT cardholders, and also creates lot of publucnty to the
scheme ' ' : -
To felicitate the CRCs/T-ZO members/Employee Agents who o
contnbuted for exceptlonal performance in the sale of the marketmg :
products. -, o N

To mvnte all the print and electromc medla and utlllse the occasuon as .

, b|g pubhcrty puller to promote all our marketing schemes For thlS»‘
: purpose, banners. on each scheme shall be put up at the venue inan |

attractlve manner



‘. .« . RMs may utilise their publlcity budget for meeting these expenses.

' V. AWARDS:

This is an occasion to identify and honour the meritorious empIOye_es in
marketing field. RMs are therefore HadviSed to 'send'nomination of that Depot. _
Manager who excels in reaching out to the customers by way of marketlng’ '
our Services and Schemes durlng the Customer Focus Fortnlght 2009 for an
award from the Corporate Oft"ce Top f've Best Depot Managers W||l be
selected at the Corporate level for an award of Rs. 1116/- and Appreaatnon
Letter from VC & MD The selectlon procedure |s provuded in the annexure I1.

There is also a possibility: of awardmg Dy. CT M/RM SImllarIy as to the

DlVlSlon/Reglon excelled m reallsmg the obJectlves of the Customer Focus'»
Fortnight 2009. | | |

In thls context, a meetlng of aII DMs, Dy CTMs wnll have to be
Vvheld by the RMs for motlvatlon, planmng and guldance to the Depot
Managers. ' ‘ '

VI. CONCLQSION'

| A detalled note’ along w:th the press cllppmgs & photographs orr the '
actlvutles carried out and the sales durlng the Fortnlght Best Employees_
awarded Depot—wnse shall be sent by the reglon to thls oche by 10th Apnl
2009 ‘ ’ L o '

Encl: Annexures I, II & III.

'VICE CHAIRMAN &

- MANAGING DIRECTOR»_

“y
To . i
AII Reglonal Managers o

All Offi cers of the Corporatlon for lnformatlon & n/actlon
All Traﬁ'” ic In Charges and Bus Statlon Incharges for necessary actlon



ANNEXURES

Proforma -1-

~ INo. of complalnts pendmg in the Reqlon aon 15.03.2009: .

Name of the Region: .....

Details of action taken ! pendency on the Customer Complamts 1

Grievances

Sl..

No.| Deoot

: complaint Date - Complaint | Details of Action/

1

" Details . . Pendency

I

Reg‘ ioh Total '

. IProforma ‘N

Statement showtng product wise sales during FORTNIGHT penod‘

in the month of MARCH-2009

: Cards! |  ,_
PRODUCT | Tickets A;nount
Rs. 450/- '
- [ Rs.350
AT AR . - 1 Rs.200/- -
 |CATCARDS ¢ 380k
' _Rs. 160/-
. Rs. 140/-
Adult
TS Child
L Te - _Adult
|WHTS [ chia.
“COUPLEGIFT | . —
~|__carps . | Rs1000-
[wsTs TKIS
GBTs _ TKTS
TAYLTs B TKTS
Proforma in
Shtement showmg Depot wise Best three employees who were awarded
sl| Name of the | - S I "
' : _No. | - - Remarks
No. Depot. Employee Staﬁ No Desngnatlon . e‘mar_
{Proforma - Iv | S | .
Proforma for Nomination of best Depot Manager(s)
| ‘ N . | effective | Whether all documents, evidences
| si. | Nameof } Nameofthe |,y gone | like Tour programmes, Press
| No.| thebest | bestDepot |, nyugya| clippings, sales, Customer
.Depot(s)‘ - Manager(s) | ;o team(s) | ~feedback etc. enclosed or not.




1. Growth rate of Totai revenue from the sale of aII Marketmg,_ .
* products during March 2009 agamst March 2008 -
(40% welghtage)

. No. Of tours performed by the DM and the no of Grama Sabhas -
and Commuter meets conducted by the DM during the fortmght )
(30% welghtage) ' o
. Gate Meetmgs and other Awareness Programs mcluding qu:z
. :programs conducted by the DM for the. employees ' T
(20% welghtage) a

. Speciﬁc activities with customer fo_Cus: (10%: wei_ghtage) KRR

- a) Bus station Enqunry system effechveness
- b). Number of. Complannts redressed ‘



ANNEXURE-III o ' '
SAMPLE QUESTIONS FOR CONDUCTING guxz PROGRAM - -

(May be asked in Telugu while conductlng questlonnalre)

S Who said, “Customer |s the most |mportant person. in: our: premlses"a'j:‘, v
> Mahathma Gandhi’ _
2. How many people does APSRTC transport per day7
| » On average, (- 3 Crore people ‘travelx\ ]
3. When was CAT card scheme Iaunched? ’
> 1st January, 2000 '
4..Expand CAT o W e
> Concessmnal Annual Travel _ N e CHNE FL
5. What is the price of CAT card?» P .
> Rs200/- . .
6. What is the f“ rst renewal prlce of the CAT card7
| >R5180/-' |
7. What is the second renewal price of the CAT card’? o
> R5160/-: Cn i ot A s
- 8. What is the thurd renewal pnce of the CAT card‘? o
> Rsil40/- e |
9. What are the two new versrons of CAT card and what is the cost of each -
" product? ' ' . ,
‘ > Two year validity Concessuonal Travel Card Rs 350/— and Three year
“validity Concessional Travel card. Rs. 450/-
10. What is the amount -of insurance glven fora. CAT card holder? S

» No insurance amount is paid for CAT card holders Only addmonal
‘ ’ compensatlon is pald in case of accrdents ‘
11, What is IDHT? '
> Inter-State Jubilee Hn—Tech Tlcket

12. What is the pnce of DHT?

© > Rs.1100/- ’
© 13. What is JHT?
> Jubilee Hl-Tech Ticket.

o 14. What'is the recent change made in JHT/IJHT7

> A system of courtesy allowance to be paid to the crew is mtroduced
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16.

17.

18.
19.

20..
21.
22,
23.
o
2.

'26.
27.

28.

How much does a Dnver/Conductor get as. mcentlve lf a JHT/IJHT holder
boards the bus? ' '
> Re 1 to drlver Re. 1to Conductor
What is the lmportance of the Customer for APSRTC?
» He/She is the Bread Wmner for this Organlsatlon

What are the lmportant steps taken recently in favour of the :
Customers? ' . , ‘ o
> No fare hlke even after revnsion of oil pnce A _
> Durmg earlier fare hlkes Ordmary Passengers were gwen rellef
>. New buses are pumped in large numbers
> New products like Couple Gift Cards were Iaunched
> All the staff in the Corporatlon were trained in Customer Orientatlon
: Mentlon f|ve passenger friendly Schemes of APSRTC
What are the dutles and responsrbmtles of. the Bus Dnver in respect of -
a Customer7 ' . o )
What are the duties and respons:bllltles of the Bus Conductor |n .
respect of a Customer? | |
Elaborate the role of Conductor Driver as fi rst level PROs
Do you know that OPRS (Onlme Passenger Reservatlon System) was
launched recently in the Corporatlon facmtatmg Anywhere to Anywhere
Booking of seats. _ o '
Do you know where the ATB agents are located in our depot-
]urlsdlctlon7 - , | '
What is the commission earned by ATB agents on sale of various .
tickets and marketing products7 ' ’ |
What is the commlssmn ‘given, to ‘an employee agent on sale of
-different Marketmg products7

- What are the duties of CRCs as far as you know'?

What are the best pubhcnty methods for promotlng APSRTC’s serwces. '

~ and Marketing products (2 to 3 methods)'? 2

What is the importance of surveys in |mprovement of the business fo
APSRTC7 ' ’



