A report on Natural Gas Society (NGS) Executive
Development Program (EDP) on '"Customer Centric
Mindset & Service Excellence'" Held at Hotel Radisson,
Varanasi on 7th, 8th & 9th July 2025.




Background:

In an era defined by heightened competition, rapid technological
advancement, and increasingly informed customers, organisations must
place service excellence and customer-centricity at the heart of their
strategies to achieve long-term success. The natural gas sector in India is
no exception, as it navigates a dynamic landscape shaped by evolving
energy demands, sustainability imperatives, and rising expectations for
reliability and responsiveness. Recognising these industry challenges
and opportunities, the Natural Gas Society (NGS) conceived the Executive
Development Program (EDP) as a forward-looking capacity-building
initiative. Partnering with the New Delhi Institute of Management
(NDIM), NGS aimed to create a platform where industry professionals
could deepen their understanding of customer-focused strategies, share
best practices, and translate insights into actionable improvements within
their organisations.

The EDP was envisioned not just as a training event, but as a catalyst for
cultural transformation — equipping leaders and managers with the tools,
skills, and mindset needed to integrate customer priorities into every
aspect of operations. By blending theoretical learning with real-world
exposure, the program sought to reinforce the link between customer
satisfaction, operational excellence, and sustainable growth in the natural
gas ecosystem.

Introduction

The EDP was held from 7th to 9th July 2025 at Hotel Radisson, Varanasi,
attracting professionals from across the natural gas sector. Over three
days, the program blended expert-led sessions, interactive discussions,
real-life case studies, and group activities to provide practical tools for
fostering a customer-centric mindset and service excellence.



A standout feature was the technical visit to GAIL’s world-first Floating
CNG Station at Namo Ghat and the Mobile Refilling Unit (MRU) at Ravidas
Ghat, where participants observed innovative clean energy solutions in
operation. To complement the technical focus, the program also featured
the Ganga Aarti, underscoring the harmony between technological
progress and India’s cultural heritage.

The active participation of public and private sector delegates, combined
with high-quality knowledge sharing, established the EDP as a vibrant
platform for professional growth and industry collaboration, paving the
way for future capacity-building initiatives by NGS.

Participant Profile

The Executive Development Program witnessed enthusiastic
participation from a diverse group of professionals from various
organizations within the City Gas Distribution sector. The participants'
varied backgrounds and roles created a rich and interactive learning
environment.

The participants at the EDP were nominated by the following
organizations:

Assam Gas Company Ltd. (AGCL)
Green Gas Ltd.

GAIL (India) Ltd.

GAIL Gas Ltd.

IMC Limited

Indraprastha Gas Ltd. (IGL)
Mahanagar Gas Ltd. (MGL)

Shola Gasco Private Ltd.

The participants held various key positions within their respective
organizations, including General Managers, Chief Managers, DGMs, etc.



Their roles spanned across different functions such as Marketing,
Projects Execution, Gas Sourcing, Contracts and Procurements,
Operation and Maintenance, CNG and PNG Projects (Industrial,
Commercial and Domestic Connections) and Engineering and Planning
etc.

The diverse mix of participants, with their wide-ranging experience and
responsibilities ensured that the discussions and group activities were
insightful and relevant to the real-world challenges faced by the CGD
industry.

The faculty-

e Shri Vipin C Chittoda,
o Ex-MD (Mahanagar Gas Ltd.), GAIL Gas Ltd.,
o 40+ years in CGD leadership
o Shri Rajiv Sitika
o Former CEO, Indian Oil-Adani Gas Ltd. IOAGPL)
o 36+ years in CGD & Retail
e Shri D V Shastry
o Executive Director, Natural Gas Society (NGS)
o Former Director, GAIL Gas Ltd.
o 40+ years in NG industry & service excellence
e Prof. Dr. Parul Malik
o Head - Corporate Skills Development, New Delhi Institute of
Management (NDIM)
o 25+ years in service excellence training
o Prof. Dr. Vinod Kumar
o Head — Marketing, New Delhi Institute of Management (NDIM)
o 24+ years in corporate training



The Executive Development Program (EDP)
commenced with a warm welcome by Mr.
Shatendra Kumar, Consultant, NGS and
former Deputy General Manager, GAIL. He
extended heartfelt greetings to all dignitaries,
faculty and the participants present at the
event.

The Chief Guest, Shri Himanshu
Nagpal, IAS, Chief Development
Officer, Varanasi, was welcomed by
Shri D V Shastry, Executive Director,
NGS by presenting a plant Sapling.

In keeping with Indian
tradition, all dignitaries &
esteemed guests were
invited to participate in
Deep Prajjwalan, the
ceremonial lighting of the
auspicious lamp. As a
tribute to the Goddess of
Knowledge, Saraswati
Vandana was played in the
background, creating a
serene and contemplative
atmosphere Dbefitting an
event dedicated to learning and knowledge-sharing.



The welcome Address was delivered by Shri D V Shastry, Executive
Director, Natural Gas Society.

He expressed gratitude to the Chief
Guest Shri Himanshu Nagpal, IAS,
CDO, Varanasi, Shri Rajiv Sikka Ex
CEO IOAGPL, Prof. Dr. Parul Malik
and Prof. Dr. Vinod Kumar both from
New Delhi Institute of Management
(NDIM), New Delhi and other
esteemed professionals. He remarked
that the Chief Guest, Shri Himanshu
Nagpal, embodies the essence of
enlightenment, profound knowledge,
and wisdom.

Mr. Shastry detailed the role of the
Natural Gas Society (NGS) as a
collective industry platformm. He highlighted its function in supporting
industry growth, formulating and reviewing the technical and safety
standards through bodies like the Bureau of Indian Standards (BIS) and
voicing the industry concerns with the Govt., statutory and regulatory
bodies. He mentioned about prominent members of NGS - such as GAIL,
IGL, PLL, and Adani Total Gas, etc. and also the reputed academic
institutions like RGIPT, PDEU, SNU, etc to strengthen the industry-
academia collaboration. He mentioned that there are 30 organizational
members and over 70 individual members of NGS.

He also shared about the new initiatives undertaken by NGS such as the
GPS (Gyanaanubhav Prawaah Sahayatra) for sharing best practices and
also about organizing of regular workshops, conferences and
publications. Mr. Shastry urged active participation from all concerned to
promote resilient and future-ready practices.



The inaugural address was delivered by the Chief Guest - Shri Himanshu
Nagpal, IAS, Chief Development
Officer (CDO), Varanasi.

He expressed his gratitude for being
invited as the chief guest at the
event. He warmly acknowledged the
presence of Mr. Shastry, Mzr. Sikka,
Dr. Parul, and Dr. Vinod and
welcomed everyone to Varanasi. He
highlighted the significance of the
piped natural gas (PNG) network,
noting its advantages in terms of operational ease and safety compared to
LPG cylinders, and recognized it as an important and growing sector. He
also discussed the City Gas Distribution (CGD) network and its role in
enhancing urban environments. Emphasizing the importance of customer
engagement, operational efficiency, and market outreach in cities, he

concluded by once again thanking the organizers for the invitation. He
appreciated the valuable insights shared on the evolving energy sector,
future opportunities, customer-centric approaches, and infrastructure



development, describing them as both enlightening and thought-
provoking.
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Day 1: Fostering a Customer-Centric Culture

The first day of the EDP was dedicated to laying the foundation for a
customer-centric culture within the CGD sector. The sessions focused on

understanding the shift in market dynamics, developing effective
marketing strategies, and appreciating the psychological aspects of
customer behavior.

Session I: Customer-Centric Mindset & Service Excellence



This session set the stage for the entire program by delving into the
fundamental shift from a Business-to-Business (B2B) to a Business-to-
Consumer (B2C) model in the CGD industry. Dr. Kumar initiated the
discussion by distinguishing between 'customers' (individual households)
and 'clients' (industrial
and commercial entities),
emphasizing that while
the core product remains
the same, the approach to
serving these two
segments must be vastly
different.

Key Discussion Points:

e The B2B vs. B2C g
Paradigm: The
session highlighted that B2B relationships are characterized by
long sales cycles, multiple stakeholders (buying centers), and a
focus on technical specifications and long-term contracts. In
contrast, the B2C market involves a much larger customer base with
shorter sales cycles, individual decision-making, and a greater
emphasis on emotional factors like safety, convenience, and trust.

e The Pareto Principle in CGD: The 80/20 rule was discussed in the
context of the CGD sector's transition. Historically, 80% of the
business came from 20% of the clients (large industrial users). The
shift to B2C means companies now have to cater to the 80% of
customers who contribute 20% of the business, requiring a
completely different operational and service mindset.

e Employee First, Customer Next: A crucial point of discussion was
the philosophy that a company must prioritize its employees to
achieve true customer satisfaction. Happy, motivated, and well-
trained employees are the ones who deliver excellent service and
represent the company's brand effectively at every touchpoint.

e Case Study Analysis: The session included a case study on a leading
CGD company's successful transition to a B2C model. Participants
analyzed the company's strategies, including its marketing
revamp, development of customer-centric services like mobile
apps, and localized outreach programs. This led to a vibrant
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discussion on building trust, leveraging word-of-mouth, and the
operational changes required to cater to a mass consumer market.

The session concluded with a strong emphasis on the need for CGD
companies to adapt their strategies, processes, and culture to thrive in the
increasingly consumer-driven market.

Guiding Mantras

Shri Shastry shared three powerful "mantras" that resonated deeply with the
participants, serving as guiding principles for both professional and personal
growth:

1. ."Failure is not a crime, but aiming low is." This mantra encourages setting
ambitious goals and embracing failure as a learning opportunity, rather than
a setback. It emphasizes that the true shortcoming lies not in failing to reach
a high target, but in not setting a high target in the first place.
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2. "Not knowing is not a crime, but not trying to know is." This principle
champions a culture of continuous learning and curiosity. It reassures
professionals that it is acceptable to have gaps in knowledge, but it is
unacceptable to lack the initiative to fill those gaps and seek
understanding.

3. "To attain heaven, you must first die; to reap the benefits, you must first
do the work." This profound statement, drawing from a classic saying,
underscores the importance of effort and dedication. It serves as a
reminder that rewards, and success are the direct results of hard work,
perseverance, and putting in the necessary effort.

Session II: Marketing & Branding

Building on the foundation of the first session, this segment focused on the
practical aspects of marketing and branding for PNG and CNG. Dr. Kumar
introduced the concept of the Marketing Funnel, a model that illustrates
the customer's journey from initial awareness to final loyalty.

The Marketing Funnel Stages and Strategies:

1. Awareness: The primary goal at this stage is to make potential
customers aware of the product and brand. Strategies discussed
included door-to-door campaigns, local media advertising (radio
jingles, newspaper ads), and community engagement events like
safety awareness programs in schools and Resident Welfare
Associations (RWAs).

2. Interest: Once aware, the objective is to generate curiosity. This is
achieved by providing more detailed information through
brochures, WhatsApp infographics, and interactive stalls at local
fairs or markets.

3. Consideration: At this stage, customers are evaluating their options.
The strategy is to build confidence by providing comparison charts
(e.g., LPG vs. PNG), organizing Q&A sessions, and showcasing
testimonials from satisfied customezrs.

4. Trial: To encourage the first step, companies can offer incentives
like free installation, limited-time waivers, or easy EMI schemes
for CNG Kkits.

12



5. Adoption: This stage focuses on converting a trial user into a regular
customer through a smooth onboarding process, including a
welcome kit and clear billing information.

6. Loyalty: The final stage is about retaining customers and turning
them into brand advocates. This is achieved through referral
programs, celebrating connection anniversaries, and ensuring
quick grievance redressal.

A group activity, '""Marketing Funnel Strategy Design,'" required teams to
create a tailored outreach plan for a specific locality, reinforcing the
practical application of the concepts discussed.

Session III: Acquisition, Retention and Action Planning in CGD

Executive
Development Prq

Conducted by: Dr. Vinod Kumar & Shri Rajiv Sikka, ex CEO, IOAGPL and ex
CGM, BPCL.

This session was a deep dive into the practical strategies for acquiring and
retaining customers in the CGD sector, enriched by the vast on-ground
experience of the faculty.

Key Insights and Strategies:
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e Meaningful Capital Expenditure: Shri Sikka shared a compelling
case study from Kanpur where a pipeline was laid in an area with
low immediate potential (government residences, schools) while a
high-potential area with a clear demand was overlooked. The key
takeaway was the need for a 'sales mindset" even in project
planning, focusing on viable capex and meaningful MWP (Monthly
Work Plan) that prioritizes revenue generation and customer
acquisition over merely meeting physical targets.

e Seeding New Markets: The discussion emphasized the importance
of a phased rollout in new areas, starting with intensive awareness
campaigns and community connect programs. Engaging with local
influencers and RWAs was identified as a critical success factor.

e Group Activity: Micro Outreach Plan: Participants engaged in a
hands-on activity to design a micro-outreach plan for a fictional
locality. This involved defining target segments, creating key
messages, selecting appropriate tools and channels for different
phases (Awareness, Engagement, Conversion), and setting success
metrics. This exercise allowed teams to apply the day's learnings to
a realistic scenario.

Shri Sikka shared a real-life example to show that providing good
customer facilities, such as clean toilets, can greatly improve customer
satisfaction and business performance. In his case, because they focused
on these small but important details, their new outlet in Panipat achieved
a record sale of 10,000 kg/day on just the fourth day.

Session IV: Emotional Intelligence: Understanding Customer Behavior

Execug‘
Development
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The final session of the day shifted the focus inward, exploring the
psychological dimensions of customer interactions through the lens of
Emotional Intelligence (EI) and Transactional Analysis (TA).

Core Concepts Discussed:

e Transactional Analysis (TA): Introduction the concept of three ego
states—Parent, Adult, and Child—that exist within every individual.

o Parent Ego State: Represents learned behaviors and attitudes
from parents (can be Nurturing or Critical).

o Adult Ego State: Represents rational, logical, and objective
thinking.

o Child Ego State: Represents feelings and behaviors from
childhood (can be Adaptive, Rebellious, or Creative/Free).
The session explained how interactions (transactions) can be
complementary (e.g., Adult to Adult) or crossed (e.g., Adult to
Child, receiving a Parent response), with the latter often
leading to conflict.

e Emotional Intelligence (EI): The session emphasized that EI is the
ability to understand and manage one's own emotions and to
recognize and influence the emotions of others. The four pillars of
EI—Self-Awareness, Self-Regulation, Empathy, and Social Skills—
were discussed.

e Self-Assessment Activity: Participants undertook a validated
psychometric questionnaire to gain insights into their own
dominant ego states and managerial styles. This activity was
designed to foster self-awareness, the first step towards improving
interpersonal effectiveness.

e Application in Customer Service: The concepts were directly linked
to handling customer situations. For example, recognizing that an
angry customer might be operating from a distressed Child or a
critical Parent ego state allows a service professional to respond
from a calm, problem-solving adult state, thereby de-escalating the
situation effectively.

The session concluded with the powerful message that understanding the
"why'" behind a customer's behavior is key to providing empathetic and
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effective service, turning potentially negative experiences into positive
ones.

Day 2: Enhancing Customer Relationships and Operations

The second day of the program focused on the tools, processes, and
interpersonal skills required to build and maintain strong customer
relationships, manage stakeholders effectively, and align the entire
organization towards a common goal of service excellence.

Session I: CRM & Digital Adaptability for CGD

This session explored the critical role of technology in modern customer
relationship management. It is emphasized that as the customer base
expands into the millions, manual systems become untenable, making
digital tools essential for efficiency and effectiveness.

Key Themes and Demonstrations:
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e Omni-Channel Communication: The concept of being present for
the customer 24/1 through various integrated channels (call
centers, websites, mobile apps, WhatsApp, chatbots) was
discussed.

e Live CRM Demonstration: A live walkthrough of a Customer
Relationship Management (CRM) platforrm was provided,
showcasing how a customer complaint is logged, tracked, and
resolved. The demonstration highlighted features such as:

o Case Creation: A new complaint (e.g., '"New Connection
Delay'") is logged in the system, generating a unique case
number.

o Automated Communication: The customer immediately
receives an automated email and SMS confirming the
registration of their complaint, along with the case number
for future reference.

o Centralized Dashboard: A manager can view all open cases,
their status (New, In Progress, Closed), priority, and the
assigned officer on a single dashboard, enabling effective
monitoring and preventing complaints from being
overlooked.

o Al-Powered Chatbots: The session also demonstrated how an
AI chatbot can handle initial queries, register complaints,
and provide status updates, freeing up human agents for more
complex issues.

e Industry Best Practices: Participants from IGL shared their
advanced CRM practices, such as a system that automatically
creates a single "incident" for mass outages (e.g., due to a pipeline
damage). When affected customers call, an automated IVR informs
them of the issue and the expected resolution time, preventing the
call center from being overwhelmed and keeping customers
informed proactively.

The session underscored that technology is not just a support function but
a strategic enabler of superior customer experience.
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Session II: Complaint Management - Turning Pain Points into Loyalty

This highly interactive session addressed one of the most critical aspects
of customer service: handling complaints effectively. The facilitators
stressed that a well-handled complaint can transformn a dissatisfied
customer into a loyal advocate.

Core Principles and Discussions:

o The AAA Framework: The session introduced the Acknowledge,
Apologize, Act framework as a simple yet powerful tool for
complaint handling. Acknowledging the customer's frustration,
offering a sincere apology, and taking prompt action can de-
escalate most situations.

e Empathy in Action: The discussion, rich with real-life examples
from participants, revolved around the importance of empathy.
Understanding the customer's perspective and the inconvenience
caused is the first step toward a successful resolution.

e Setting Realistic Expectations: A key challenge highlighted was the
delay in providing new connections. Shri Sikka and other
experienced participants advised against over-promising. It is
better to provide a realistic, albeit longer, timeline and keep the
customer informed, rather than setting an unrealistic expectation
and failing to meet it, which erodes trust.
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e Closing the Loop: A recurring theme was the importance of
following up with the customer after a complaint has been resolved
to ensure their satisfaction. This simple step shows the customer
that the company cares and helps in rebuilding the relationship.

The session was filled with practical advice and shared experiences on
dealing with difficult customers, outstanding payments, and the unique
challenges of serving diverse customer segments.

Session III: Stakeholder Management

Developeﬂt ]

Customer-Centric M Q.

This session broadened the
perspective from individual
customers to the larger
ecosystem of stakeholders that
CGD companies must engage
with for smooth operations.

Key Stakeholders and
Engagement Strategies:

e Statutory and District Authorities: Shri Sikka emphasized the
necessity of building strong, professional relationships with District
Magistrates (DM), Superintendents of Police (SP), Municipal
Corporations, and other authorities. He shared a powerful personal
anecdote of how his persistent efforts in building a rapport with a
DM over six months enabled him to get a critical No-Objection
Certificate (NOC) for a petrol pump in a single day on the day of the
DM's transfer.

e Inter-Agency Coordination: A significant challenge for CGD
companies is third-party damage to pipelines by other utility
providers. Shri Sikka shared a successful model implemented in
Kanpur, where a coordination committee comprising
representatives from all major utilities (telecom, electricity, water,
gas) was formed under the chairmanship of the ADM. This
committee met weekly to share their work plans, drastically
reducing incidents of accidental damage.
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e Managing Contractors and Vendors: The session also touched upon

the importance of managing contractors, who are often the face of
the company during installation and maintenance. The need for
proper training, clear communication of expectations, and
performance monitoring was highlighted.

The core message of the session was that proactive and consistent
engagement with all stakeholders is not just a '"good to have" but an
essential requirement for operational success and risk mitigation.

Session IV: Organizational Alignment

The final session of Day 2 brought the focus back to the internal workings
of the organization, emphasizing the need for every employee to be
aligned with the company's overarching mission and vision.

Activities and Key Concepts:

"Mission Match'" Activity: Participants engaged in an activity
where they had to map their specific job responsibilities to their
company's broader strategic goals. This exercise helped in creating
a clear line of sight between individual contributions and
organizational success.

The Power of Core Values: The discussion centered on how core
values like integrity, customer-centricity, safety, and innovation
should guide day-to-day actions and decisions. It was stressed that
these values are not just posters on a wall but should be lived and
demonstrated by everyone, from the top leadership to the frontline
staff.

Breaking Silos: The session highlighted the importance of inter-
departmental collaboration. A customer's journey often involves
multiple departments (sales, projects, billing, O&M), and a
seamless experience can only be delivered if these departments
work in close coordination.

The session concluded with a '"Reflection Card" activity, where each
participant wrote a personal pledge on how they would align their work
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more closely with their company's vision, reinforcing a sense of shared
purpose and commitment.

Day 3: Technical and Operational Excellence

The final day of the EDP was dedicated to the technical and operational
aspects of the CGD business, covering regulatory compliance, station
design, customer billing, and problem-solving. The sessions were led by
industry veterans who shared their deep domain expertise.

Session I: PNGRB Regulations on CGD

This
session

e WO i

provided a comprehensive overview of the regulatory landscape governed
by the Petroleum and Natural Gas Regulatory Board (PNGRB), which is
critical for ensuring compliance and smooth operations.

Key Regulatory Aspects Covered:

e Authorization and Exclusivity: Shri Chittoda explained the process
of obtaining authorization for a Geographical Area (GA) and the
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concept of exclusivity. He clarified that the exclusivity period (25
years for infrastructure, 8 years for marketing) is designed to allow
companies to build their network without competition, after which
the market opens up.

e Bidding Process: The criteria and parameters for the GA bidding
process were detailed, including the weightage given to domestic
connections, pipeline length (inch-km), and CNG station
commitments. The evolution of the bidding process over several
rounds to ensure serious participation was also discussed.

e Technical Standards and Safety (T4S): The importance of adhering
to the T4S regulations for the design, installation, and operation of
CGD networks was emphasized as a non-negotiable aspect of the
business to ensure public safety.

e Post-Bid Monitoring: The session covered the stringent monitoring
framework of the PNGRB, which tracks the progress of CGD entities
against their committed targets. The penalties for non-compliance
serve as a strong deterrent against casual bidding.

e Emerging Trends: A brief was provided on the integration of Small-
Scale LNG (SSLNG) for fueling stations, indicating the future
direction of the industry.

The session provided much-needed clarity on the complex regulatory
environment and the importance of meticulous planning and execution to
meet PNGRB mandates.

Session II: CNG Station Layout and Operations
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This session =
focused on
the practical
aspects of
designing
and
operating
CNG
stations,
which are a
key revenue
stream and a
public-facing
component of
the CGD business.

Key Topics Discussed:

e Types of CNG Stations: The differences between Online stations
(connected directly to the pipeline), Daughter stations (fed by
cascades from a Mother station), and Daughter Booster stations
were explained. The session also touched upon the innovative
concept of placing the compressor on the rooftop in space-
constrained urban areas, a practice pioneered by IGL.

e Station Layout and Design: Shri Chittoda walked the participants
through the typical layout of a CNG station, covering both the back-
end (compressor, priority panel, storage cascades) and the front-
end (dispensing units, office, public amenities). He stressed the
importance of efficient vehicle flow and clear signage for a good
customer experience.

e Safety and Compliance: The session highlighted the critical safety
distances and area classifications as per PESO (Petroleum and
Explosives Safety Organisation) and OISD (Oil Industry Safety
Directorate) standards, which are paramount in station design.

e Mobile Cascades and LCVs: The logistics and operations of mobile
cascades for supplying Daughter stations were discussed,
including the need for proper lifting equipment and cylinder testing
protocols to ensure safety.
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The session provided a practical and detailed understanding of the
engineering, operational, and safety considerations involved in running a
CNG station.

Session III: PNG Customers and Billing, Payment, Debt Management

This session addressed the entire commercial cycle for PNG customers,
from identifying demand centers to managing payments and debt.

Key Areas Covered:

e Demand Assessment: The session began with the importance of
identifying demand centers, including domestic households,
commercial establishments (hotels, restaurants, hospitals), and
industrial units. The need to focus on high-potential areas for initial
rollout was reiterated.

e Billing and Payment Mechanisms: Various billing models and
payment mechanisms were discussed. The conversation
highlighted the industry's move towards smart metering and digital
payments, which offer convenience to customers and operational
efficiencies to companies. The benefits of self-billing, where
customers submit their own meter readings, were also pointed out
as a way to reduce costs and empower customers.
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e Debt Management: A significant portion of the session was
dedicated to the challenge of managing outstanding payments from
domestic PNG customers. Participants shared their experiences
with different strategies, from sending reminders and making
follow-up calls to the last resort of disconnection. The importance of
having a clear and consistent policy for debt management was
emphasized.

e Addressing Gas Theft and Unaccounted Gas: The session also
touched upon the serious issue of gas theft and illegal connections.
Participants discussed various methods of detection and
prevention, including regular audits, reconciling meter data, and
implementing tamper-proof systems. The need for a robust legal
framework to deal with such cases was also highlighted.

The session provided a 360-degree view of the commercial operations for
PNG, with a strong focus on practical challenges and solutions.
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Session IV: Problem-Solving & Decision-Making in Operations

The final
technical
session was
an
interactive
discussion
on common
field issues

and a
structured
approach to
problem-
solving.

Key Methodologies and Discussions:

The final technical session was an interactive discussion on common field issues
and a structured approach to problem-solving, led by Shri V C Chittoda, ShriD V
Shastry and Shri Sushil Kumar.

e Structured Problem-Solving:

o

Participants explored formal frameworks such as the Plan-Do-
Check-Act (PDCA) cycle and Management of Change (MOC) to
embed continuous improvement into day-to-day operations

They also saw a practical illustration of Root Cause Analysis (RCA)
and the “5 Whys” approach: when a gasket failure caused repeated
leaks, teams didn’t stop at simply replacing the gasket—they
traced back to a sub-standard supplier specification, updated it,
and prevented recurrence
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Common Field Issues:

Open discussion focused on typical on-site challenges—
unidentified small leaks, small theft issues, delayed permit
clearances, and communication gaps between operations and
support functions. One oil-plant example highlighted how
unnoticed micro-leaks drove up energy costs until a systematic
leak survey and small-change modifications cut electricity bills by
over 1 lakh

Balancing SOPs with Field Judgment:

o

While Standard Operating Procedures provide essential
guardrails, speakers stressed empowering experienced staff to
adapt in real time. For instance, simply cleaning up a spill without
reviewing the drawing could miss a deeper root-cause; conversely,
rigidly withholding sign-off on a drawing—despite all checks
passing—can stall critical work

Importance of PR and Relationships:
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o A case study on building rapport with district authorities—visiting
the DM repeatedly, understanding his perspective, and leveraging
that goodwill to fast-track land-allocation approvals. Strong ties
with local officials and clear public-relations channels can often
turn potential roadblocks into rapid
approvals

e This session served as a capstone to the Conclave’s earlier modules—
tying together technical tools, process disciplines, and the human-
relations skills that, together, form a practical toolkit for effective
operational management.

This session served as a capstone, integrating the learnings from the previous
days and equipping participants with a practical toolkit for effective operational
management.

Key Learnings and Takeaways

The three-day EDP was a rich learning experience, with participants
actively engaging in discussions and sharing their insights. The key
takeaways from the program can be summarized as follows:

o The Imperative of a Customer-Centric Culture: The program
successfully drove home the message that in the B2C dominant
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CGD landscape, a customer-centric culture is not just a choice but
a necessity for survival and growth.

e The Employee as the First Customer: A recurring theme was that
service excellence begins internally. Investing in training,
motivation, and empowerment of employees is the foundation for
delivering superior customer experience.

e The Power of Emotional Intelligence: The session on EI and TA was
an eye-opener for many, highlighting how self-awareness and
empathy can transform difficult customer interactions into
opportunities for relationship building.

e Technology as a Strategic Enabler: The discussions and
demonstrations on CRM and digital tools made it clear that
technology is a powerful enabler of efficiency, transparency, and
personalized customer service at scale.

e The Importance of Proactive Stakeholder Management: The
program underscored that CGD companies operate in a complex
ecosystem and that building strong, trust-based relationships with
all stakeholders is crucial for smooth operations and long-term
success.

e Structured Problem-Solving: The introduction of methodologies like
RCA and the 5 Whys provided participants with a structured
approach to tackling operational challenges effectively.

e The Value of Collaboration and Knowledge Sharing: The EDP itself
served as a powerful example of the benefits of collaboration. The
open sharing of experiences, challenges, and best practices among
participants from different organizations was one of the most valued
aspects of the program.

Valedictory Session and Participant Feedback

The EDP concluded with a valedictory session where participants shared
their feedback and key learnings. The overall feedback was
overwhelmingly positive, with many participants describing the program
as insightful, relevant, and highly engaging.

Highlights of Participant Feedback:
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e Practical Relevance: Participants appreciated the practical, real-
world focus of the sessions, which were enriched by the extensive
industry experience of -
the facilitators.

e Interactive Format: The
interactive format, with
its emphasis on
discussions, group
activities, and case
studies, was highly
praised for making the
learning process
enjoyable and effective.

o Networking Opportunity: The program provided an excellent
platform for networking with peers from different CGD companies,
fostering a sense of community and opening avenues for future
collaboration. Actionable Insights: Many participants mentioned
that they were returning to their roles with concrete ideas and
actionable insights that they could implement to improve their
operations and customer service.

The session concluded with the distribution of certificates and a vote of
thanks to the organizers, faculty, and participants for making the EDP a
grand success.
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Value Adding, (other-than-classroom) Activities:

In addition to the intensive learning sessions, the EDP included a well-
curated set of extracurricular activities that provided participants with a
unique blend of technical exposure and cultural immersion.

e Technical Excursion to
Floating CNG Station and
MRU:

e A key highlight of the
program was the visit to
GAIL’s innovative Floating
CNG Station at Namo Ghat
and the Mobile Refilling Unit
(MRU) at Ravidas Ghat. This
excursion provided a
firsthand look at how
technology and innovation
are being leveraged to

provide clean energy
solutions in challenging _
environments. The

participants were impressed
by the engineering and
operational ingenuity of
these projects, which serve
as a model for sustainable

service
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e Ganga Aarti at
Dashashwamedh Ghat: On
the evening of the second
day, the participants were
treated to the mesmerizing
experience of the Ganga Eaaillll gy
Aal:ti from a boat on the hos:y Bl CN%’ ’-T
river. This culturally

a perfect way to unwind = = £
after a day of intense e .
learning and provided a deeper appreciation for the rich heritage of
Varanasi.

These activities were highly appreciated by the participants as they not
only provided a welcome break from the classroom sessions but also
reinforced the program's theme of balancing technological progress with
human and cultural values.

Conclusion

The Executive Development Program on '"Customer-Centric Mindset &
Service Excellence' was a resounding success, achieving its objective of
equipping CGD professionals with the skills and mindset required to
excel in a customer-driven market. The program's unique blend of expert-
led sessions, interactive learning, practical case studies, and cultural
immersion provided a holistic and impactful learning experience.

The enthusiastic participation and positive feedback from the delegates
are a testament to the relevance and quality of the program. The EDP has
set a new benchmark for industry-specific training and has laid a strong
foundation for a culture of continuous learning and service excellence
within the CGD sector.

The Natural Gas Society and the New Delhi Institute of Management are
committed to building on the success of this program and will continue to
offer such value-adding initiatives to support the growth and development
of the natural gas industry in India.
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"Overall feedback from the participants was excellent and enriched with
practical insights.".
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