;
L
b
|

p—— e e e W

Chowpally. karlier these six hoardings were occupied by 11LLs Cluiie Al Clear ads. iNow HIey are occi-
pied by the agency Emaan. The contract of the agency expires at the end of June 2003. It is a violation

¢/ policy guideline 16-C which says no hoarding shall be permitted in the compulsory open space re-
I[zure(l to be maintained under the Development Coutrol regulations of Greater Mumbai (DCR)

company officials were informed
of 20 casuriana trees having been
cutl to ensure its proper display.
DSP Merill has also removed
one of its hoardings.

"The onus of removing the
offending hoardings also lies with
the BMC as they themselves for
all these years have been violal-
ing their own policy guidelines. If
the yOrporates also abide by the

rules it would be very good,"
says Nayna Khatpalia, co-con-
venor of City Space.

‘The hoardings on heritage
buildings are a violation of policy
guideline DCR, Rule 48 (3). The
BMC will incur an annual loss of
approximately Rs 70 crore fol-
lowing the high court order dis-
allowing such hoardings. There

are 633 listed heritage bu1ldmg>

BS Photo : Survakanth Niwate
in Mumbai, and almost 50 per
cent of them are covered with
hoardings or billboards

But there are still some cor-
porates who have vel o abide
by cither the rule or the court
ruling. Prominent among these
are over 25 advertisements of
Bharti Airtel on Worli Sea FFace
lootpath. Bharti also has another
blg hoarqu at Mahim Creek.

e
have been necessary il the
Voluntary code, framed by late S
> @odrej a decade ago, had been
followed. It requests members
Lo "ensure that there are no out-
door adverlisements in close
proximity to places of worships,
montiments, buildings ol archi
tectural or historical interest, na
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lional or local importance. No |

hoardings in parks, gardens or
maidans, no trees trimmed if ob
structing the hoarding's visibili-
ly and no overcrowding of hoard-
ing at a particular place lo pre-
vent visual pol]uuon

Professmnals haven’t made world better

~————= ON THE ETHICAL AGENDA -

Our Corporate Bureau
NEW DELHI, 29 SEPTEMBER

ndian professionals are worse

than their international coun-
terparts so far as ethical stan-
dards are concerned, says
Madhav Mehra, president of
the London-based World
Council for Corporate
Governance.

Mehra, a former burcaucrat
who has been associated with
the Institute of Directors and is
well known in the rapidly de-
veloping corporate governance
space, was in Delhi last week
inrconnection with the global
corporate governance meet or-
gansied by FICCI.

"The rot in ethical standards
in India Inc began some ten
years back with the beginning
of liberalisation," Mehra told
Business Standard.

According to him, prefes-
sionalisation of corporates all
over the world has nol led to
any improvement in ethical
standards. "In fact, it has made
matters worse," Mehra said,
adding: "We have had cases in

the US where a compa- [ §
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ny has given its chief
executive d huge loan
one year and waived it
the next year, or anoth-
er chief executive fill-
ing the board of dlrecmr\ of
the company with his own peo-
ple."

Mehra also agrees that stock
options have played a crucial
role in many accounting scan-
dals that have come to light in
the last few months.

"So long as the stock mar-
kets were good., it was fine with
everybody; once the stocks
took a tumble, the employees
needed to do everything pos-
sible to keep the stock prices
high as they had a vested in-
terest with their stock options,"
he said.

As a resull, Mehra said, he
does not lay much store by the
corporale governance ratings
put out by the world's leading
rating agencies. "At the mo-
ment, | am very sceptical about
the corporate governance rat-

ings. Companies which
were supposed to be the
very models of good gov-
ernance have gone inlo
liquidation," he said.

Mehra's observations
match with the findings of a
recent survey of transparency
in external reporting by
PricewaterhouseCoopers
(PwC) which says that a vast
majority of investors as well as
(inancial analysts worldwide is
sceptical of the short-term
carnings reported by compa-
nics.

According to the report, -
tled "Communicating Value in
the Telecommunications
Industry", 87 per cenl of in-
vestors and 50 per cent ol ana-
lysts agree that companies have
a great deal of discretion in cal-
culating their reported earn-
ings.

Though the survey covers
only telecommunicatlions com-
panies, PwC functionaries say
that the trend is true for all sec-
tors, though there might be

some differences between in-
dustries.

"At a time when companies
find ways to hit earnings pro-
jections by a penny per share
every quarter, and restalements
are commonplace, this investor
view is nol surprising,” the PwC
report says.

On their part, only 32 per
cent of the corporale execu-
lives covered i the global s
vey admit that they have some
discretion in determining the
level of reported earnings in
any given period.

The divergence in the
viewpoint'h stween investors
and execulives suggests that
investors have a cynical view
of the numbers reported by
companies, the PwC report

says.

"A major 1ly of investors and
analys(s believe thal companies
have a great deal of discretion in
calculating earnings." the
Sydney-based PwC partner
(technology, information, com-

munications and enlertain- |

ment), Nick Ridehalgh, told

Business Standard.

IRV

Muinhai, '\]dh u‘l\hlm l\(ld](l
and Tamil Nadu. As a service
company, customer relations is
acore area of concern for it
To get closer w customers,
the BPL Mobile management
recently decided lh i their se
MO
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frontending' - tan call conters
and retail outlets occastonally.

The objective is two-fold.
One, bring the manager out of
the ivory lower and closer to
end customers, and two, take
proactive sieps o improve ciis-
tomer satislaction. When cus-
tomer satisfaction levels slart
sinking and the management
realises its [olly, by (hat time it
can be too Eite, explains Bharal
Chadha, BP1. Mobile vice-pres-
ident for marketing.

Hence, every quarter BPL
Mobile's top management, in-
cluding the chiefl executive ol-
ficer, will do the rounds ol call
centers and retail outlets, taking
calls from cuslomers and try
1o solve their problems.

The BPL management also
realises that sitnply asking their
top execulives to man these
centers would not be enough

Cthere s abways the possibihi
v ol somceone dropping out al
the last minute, "I is easy o
take such decisions and equally
cusy (o forget about them.
Sometimes some of the best
witiatives remain on paper ail
we didn't want our progranme
1o meet that fate," Chadha said.

Hence, the BPL manage-
ment has decided to dole out
meentives, link llur/ullcnd;lm'c
to this programme Lo individ-
ual compensation packages.

Chadha reveals that the pro-
gramme has yielded tremen-
dous results and the lop exec-
utives are now able to drive
markeling itiatives and other
services much better and faster
than they did earlier. "The [eed-

To gei closer to
customers, the BPL
Mobile
management
recently decided
that their senior
executives need to.
do some ‘front-
ending'--man call
centres and retail
outlets occasionally

Hence, it decided to benchmark
its practices against other sec-
tions of the service industry,
like the hotel or airine industry.
The company chose
singapore Airlines, the world's
les 1dlng airline in lerms of ser-
vice. But benchmarking was
not good enough. BPL Mobile
executives needed to be trained
by the best training school if
they had to malch up 1o
Singapore Airlines' standards.
So BPL Mobile decided to
hire those who had trained
Singapore Airlines' crew,
Singapore-based Service Quality
Centre (5Q5) was roped in.
Chadha says that one ol the
higrest lessons they learnt from
SQS was to document the
processes cach executive- has
1o follow while servicing cus-
tomers. As a result, the process-
es o follow and the turnaround
lime taken to redress a cus-
Ltomer's prievance were docu-
mented (o the last detail.
“This helped us to create in-
ternal checks and balances,
climinaling crrors as much as
possible. By documenting all
the processes, we are now able
to pin point the exact cause for
any bottlencecks and even fix in-
dividual responsibility,” Chadha
added.



