
ONVERSATION IN CO 

Gurchuran Das 

Team Abhivyakti: Welcome to Railway Stal 
College! 

Gurucharan Dus: I is a privilege to be here. 

will say you people are really brave to invitc me 

here because my last two articles that I wrole on 

the railways would not be very popular with thc 

railways. They are actually quite eritical of the 

railways. In fact, 1 was uken to the court by the 

Railway unions f'or the articles because I suggested 

the problem of excess manpower being one of the 

problems of the railways. But the one person who 

liked my view after reading my column on the 

railways was Dr. Man Mohan Singh. Hc was in 

the opposition and the Parliament was not in session. 

So he just picked up the phone and said, "come 

over, let's have a cup of tea and let us discuss the 

railways". He is a different kind of an individual 

and I was very touched by that. 

T.A.: So you are not having very kind views 

about railways! 

G.D.: No, No. Not at all. I am a friend of 

the railways. I am truly a person who believes 

in the future success of India and some of you 

might have already read "India Unbound". But if 

you do not get the opportunity to read it, the BBC 

keeps showing it again and again. They have repeated 

it a number of times. So if you want, you can see 

it too. 

Shri Gurucharan 
has written "India i' 

uncluding plays. 1. 

The Times oaf Indi 

& Managing Direc 

Lud 

My view is basically that India has achieved 

a major transformation already and the biggest 

transformation that has already occurred, is in the 

minds of the people, especially the young people. 

In the 90s, the minds of the young actually became 

what I call 'decolonized'. The old British Raj finally 

went out of the system. 

in the older people who are still in power, including 

in the railways. So the young people will find that 

they have been dealing with two kinds of mindsets 

a well known writer He 

d" and many other books 

iarly writes a column for 
as formnerly Chairman 

Procter& Gamble (India) 

That has not happened 
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In Conversation 

aid "I have to leam 400 AAJ Middle ast MEIN peace HO GAYEE. That 
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"What is 400 words I8 what, three words of English and three words 

0 Hindi! See this is a newscast ! Imagine, she 

Ould have been sacked on Doordarshan, if she 

had done this. She would have been thrown oul. 

But she had the frecdom, the liberty. That is what 

mean that the minds of the young people have 
changed and that is the hope of our country. That 

IS the hope of our country. There is an attitude 

O young people which is: can do attitude. You 

Know, 'we can do it' and that confidence, is wha 

partly my book "India Unbound" was all about. 
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five year old boy and when I first fcasted my 

eyes on the snow-tipped crests of the Himalayas. 

Now, I have told this story at great length and 

described this journey in my book "A Fine Family". 

Shyam Benegal is making it into a film. The railway 

Journey is part of the film. I do not know where 

they are going to film it. This was in l947. We 

Were, frankly speaking, refugecs from Pakistan. We 

had fled Lahore. 
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being killed at the time when we were coming. 

We escaped with our lives, from Jalandhar station 

we took a train to Kalka and then from Kalka we 

ch 
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1al Windows was inveni h Seattle by Bill Gates 
a rSume thing with English. ar as Raju is concemed, 

ony 5 not matter whether 

is. r thnks if he knows 40h* us of English he owns 

gal Eng ish. and that is h: 

OSS mened in India in 90s. 

age. That is what 

sa became very quietly 
Icism against English 
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hool and they found 

nts got left behind in 

1ployed. 
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took this train. After Kalka everything was like a 

new world, a new age and the whole stench of 

death was left behind. All those memories of partition 

were a past. So there was enormous pleasure in 

that joumey. 
z indian language. Al! t 
isi Gujarat where we . 

2aching English in pri 
W2S 

es Now, I still travel by train. In fact tonight I 

will be going back to Delhi from Vadodara by train. 

Almost every two months I take the Frontier mail 

to visit my mother who is 89 years old. She lives 
in Beas on the river Beas in a Radha Saomi Ashram. 

ude whole generation o 
arat and could not 
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2glish died 

aju 
Bengal did 
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OSe These cable channe SoI go and visit her. Of course, now I am financially 

well off. Earlier, I was a government servant's son. 
But now my investments have done well, so I travel 

was referring to, were 
ave umportant part of our liberation. One day I tuned 
ight T Lee News. The announcer on Zee News said: 
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ex to clean it up. Surely we are dirty people, 

er's admit that Railways are a mirror of the society 

in which we live. But I can tell you that these 

small things make all the difference. Sometimes 

Ttake a walk in Delhi in the evening in Lodi Gardens 

One day. some person who is responsible for 

managing the Lodi Gardens in Delhi, he decided 

to put a lot of dustbins everywhere, all with the 

sagn "Please throw gartbage in these dustbins". There 

was an immediate change in the habits of the people. 

When they saw dustbins, they started putting it 
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I wsked one ravlway per at New 
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busiest railway 
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UM LO 

I said. "T know that They can do the v 

the station. He sard, "NAHIN 

GANDE LOG HAIN" 

you 
have so many people". 

Then he told me that a lot of Safaiu. 

New Delhi Station, come and mark their. 

and then they go and they play in bar 
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As In the 

Ther job is to play in marriage ands. These Safaiwala 
this is their real job The railway joh i 

just they get their cheque cvery month They collect the 
But they do not really 

any job. This is vastating. I mean, I felt 
Can nobody do an 

money every month 

Ijust could not helheve that. 

about it! I know the constraints under 
railways work. It 

you cannot sack perie who don't show up f 

der which the 
job for life. In most ca 

jobs. But still wiih the constraints you can 

the employees a 1S IS up to you. 
punish 

nagement not punishing the 
doing his job. If you stan 
at if a person is absent and 
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a miserable carc the railways. I think vo 
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very day in India, in the 
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clean. One person is making 
& filth is just a sympton 

It's a failure 

employee who 

with the assumpt 
I cannot do any 

I thought to myself just imagine 

every 15 meters railways had a big sign: "Put 

things in the dustbins", "Here is the dustbin". Now 

I noticed that in the South there are more dustbins. 

o use 
can do it. Most 

There are peop 

government, in t 

a difference. Tr 

one office, it is 
I was at Madras station and I saw dustbins. But 

in Delhi I did not see one. I was looking for 

a dusthin. Anyway, this is a small example to 

tcll you why my journeys today have lost some 

af the pieasure. Because I have to close the curtains. 

Sol do no! look oulside. Imagine that. Because 

1s filthy oulside. The windows are dirty. The 

government offic 
it for sure. Th: 
of a bigger dise 

about the real disease thd Let us startt 

is besetting the r.ays. You know, as I said thal 
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hold a miror to our cicty. I mean, ail r of contemporary India. They show 
d alout lndia. They also show us What they show thatis 

political people and they are scared of raising 

pXIssenger fares, cspecially, in the second class. They 

think that they will lose their political clout. They 

ao not have the courage to do it. This is the trap 
in which we have fallen into and so the good side 

of the railways has become the bad side of railways. 

IWhal 
Is 

good 
abo 

bad about India. 

olt India is that they have woven thc nation 

ane like Sachin Tendulkar. Every the nation comes together. 
er and they 

hc Sc scores a century 
ihe. 

Now 

nation 

the and we all have a common experience 

the railways do that everyday. They weave LCt me recapture, the good side is that cverybody 

can travel because it is cheap but the bad side is 

that you do not recover your costs. Then you are 

creating inefficiency and distortion in the system 
that will destroy the system. And that is what is 

happening. 

togcther as one organization Indian 
Ranlways 

cary 4.5 billion passengers. 
dia's population is 1 billion, they are carrying have madc the poorest Indian dia per year. They 

5 In Rs.50/- This was the last time when edit. For Rs. 50/- you can travel 200 
T.A. : We cross subsidize passenger travel from 

freight... / caku 

Now you cannot do that anywhere in the world. 

there is nething wrong in that also. 

ole lose respect for what they get free. I agree 

G.D.: Yes, somcbody has to pay for this low 
cost, low pricc of tickets. And this low price of 

the tickets is paid for by raising the freight rates 

every year and that means that the railways do not 

carry the freight at competitive rates. No sensible 
businessman in the country 
Sector or public sector is lunatic enough to pay 

the kind of freight rates that are being charged by 
the railways. This, partly, is the reason because 
railways have failed in their mission. The main source 
of revenue for the railways world over is freight. 
This is true for all railways and in India railways 
have failed in this mission miserably because they 
raised the rates so much that even things that you 
should carry by the railways: coal, petrol, gas, you 
know, are now being carried by trucks in India. 
I mean that is just disgraceful and you know how 

country pays for it. It is more expensive to transport 
something from Delhi to Mumbai than it is from 
Mumbai to London. 

But 

Because, 

sC, you see, if you make something free, then 

there are lots of poor people in India. One 
that 

have compassion for the poor but subsidies, should h forget in the private 

so at lot of our probler could be solved. Actually, 

he has been educating himse in economics. Because 

ny 
nomist willt tell you do not work. You know, 

the things I clieve, we should do is: everybody dia should take a basic course in economics 

our Presid 

that he 

sident Dr. A.P.J. bdul Kalam keeps saying 
was a entist, but for the last 20 years 

the basic problem of India is: poverty. 

nomist will tell hen something is given away 

So an 

free then you do not valuc it. It disturbs the whole 

eatem of economic liBe t the country. For example, 

water is available at Yary low price but it costs 

enormous money, } :ne cases, to bring water 
from the river to you: C. SO il is very important 

to price activities in ight way in the economy. 

So I will give mon 19 the poor people. Give 

vOuchers to every tamily to travel on the 
railways as a state This is a grant you get 

like food stamps, R 

charge whatever w the cost of service. 

T.A. : Youmean, this affects our competitiveness 
in exports? 

G.D.: Yes, our exporters are disadvantaged. 
lf railways were competitive to trucks then the truck 

fare would also come down with the competitive 
market. Now you have given a monopoly to the 
trucks. 

ay-stamps. But you must 

T.A.: But, pos: e can't raise the fares... 
G.D.: OK, so 

problem is that the 
iTes are too low and the Railways say we are not in the business of 

carrying these goods. Having this kind of freight 
rates they say, we are not in the business of carrying 

y ministers are, after all, 
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In Conversation The damage done by the excess labou 

tyht andwe ane n the business of canying millons 

ple PMctically tne, and thenefore we are 

NNaNNNAS Oganization, 
but we av a can 

S t us call Railways the chanty! lt is noN a 

*nous mmenial ativity at all. Td meil s a 

natonal scandal, where it casts moe to move goNis 

thom Delhi to MMumbai than fh»m Mumhai to Lonkon 

This has hurt industry after inustry Most cuntnes 

move steel on rail. In lndia you ask Tata steel about 

the railways 

to the work ethic. 

Now this is not an cAsy problon 

Speaking 
wrote about this in my column. 

emotion heca use this homhers n 
you in the same 

as a citizen ot the country. As. a riend 
in my stoma 

when he lthy alwa 
raiways, l get sick 

this kind of bhehaviour. When I see 

not in the Sout thar 
station in the North, 

s Manpower wha 
and I say with all th 

they doing? Then are answe 

to the implementation. You may not be ny 

change it immediately, but slowlv you mwst 
Why are the railways fireight costs so high?One 

ts that we do not change pmyerly fr assecnger 

trartie. But the roal sickness in the system is tha 

Ou have 15 Jakh emplovoes in the railways and 

eVen by the railways' own intemal stuadics you need 

o more than 10 lakh. So one out of three persons 

does not belong inside railways. That is the 

tundamental cause of sickness, which explains why 

freight ates have to be so high 

mes moe manpower per kilometer than in the 

Ountries where railways are sucesstul. Imagine 

one out of three people is excess! This is a national 

disgrae! You will think that the more people you 

employ the better off you are. Again you need to 

stady economics. You do not know how much ham 

does it cause. One is evonomic harm that you 

are making the whole nation's freight uncompetitive, 

nation's export uncompetitive, but also what has 

this done- this has destroyed the work ethic of 

eople who want to work. You see, there are three 

people working on a job and one out of the three 

iS not needed. Amongst all of us, one out of three 

will be performing regandless of the environment. 

You and I demoralize that one who wants to do 

le 
I must tell you lndiu is changing. 

ndhans changing. You shoul understand whi 
are e 

A 

the answers. There are many ways, In 
mvate sector, it is done everyday despite our dilicut laws, which I hope, will be reformed 

those labour laws will be reformed .\ hope 
Right now This is seven 

I must say that they should start at the top I would three out of four people from the top. 
So one out of four you keep based on the performance This will again be a good signal becausoe it wil tell people that we value 

ane people today in power 
performance and there 

who can make this huppen 
successful within the govermment, in banks e 

Another way that has becn tricd and has be 
and that is: offer surplus eployes a generous voluntary Voluntary retirement has to 

the best compa 
retirement. 

good joh So what does this extra labour do? It 

demoralizes the person who wants to work, who 

wants to do something good and when he sees 

that this fellow comes there, signs his name and 

goes home. how does he feel? You work till So' 

clock at night, I know people, and there are very 

fine people in the railways. Hard working people. 
That is why the damn thing nuns. How will it 

run otherwise? It is an achievement carrying 4.5 

billion passengers per year. But their achievement 

is being done away by those one in three people. 

implemented in the way that 
have implemented t. The best companies implem 
voluntary retirement scheme by retaining the h 

people. You see, the Way it happened in the bank 

in India was thai the best people left State Ban 

and all the good banks. Now, that is not the 

to manage it. Tihe way it is to be managed 

very carefully, very successfully. Tata Stecl h 

been doing a goo ot by keeping the good peope 
and letting some the deadwood go. Therefore 

the idea again w.i Ive a signal that we value 

people who wori lhrd, who do a good job, who 

deliver results. 

So, you know. *would say, it would be cheaper 
for the railways te a. these half a million people 
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a g deadaood 5 lakh people who are surplu 
hould pay therm full salary and keep them at 

ll them nor to come to work It is cheaper 

to the plants here they package the water and 

certify thone plants. This is how the whole worid 

runs 
Someone said railway passengers consuTme water 

therefore railways need to bottle it. But I said. in 

that case you could argue that we serve tea on 

the railways in our catering services so we should 

have tea gardens tomorrow, We also serve ChapatiS 
thercfore we must grow wheat Railway conductors 

wear uniforns as well, so we must grow cotton 

for our conductors who wear uniforms because we 

he end for slways to do that than to have 
me even to office or to do their yobe wherever. 

shalever they do Better to do a clean up Iike 
n the end ocety will gain more You just 

hem OK, thesc are the outstandings of our 

l pay the people until they retire. I would 

offcra retirement package But this voluntary 

mnt s lnke this. Basically you have to pay 

kt of money to get sormebody to take voluntary cannot trust people to make proper cotton clothes 

for our railways. And then we should manufacture 

shocs because railway people wear shoes and we 

cannot trust existing suppliers! So, the i5Sue is not 

bottling the water. The issue is that of mindset. 

remCT 

TA.: retirng people the nly solutim? 

GD.:One 1s to shed peoplc who are not requircd 

the other 1s to shed the actuvities that are not 

Qred for raalways t do. Sce. hatever the lessons 
eat in my business career w cre that a company 

ly exiszs for a buSInICSs acu vity and the railway 

s2 business actrvity, it has a job to do. 

Rzlways job 1s car ne 
the most economical wzy and to make a profit 

the end. That is the jod of railuays If you 

eneve t should not make z protit e ca 

ha The profit is only a syrnpto 

d orgaTization. So. wher. 

vOu kIow in the newspapers a tnzi ie e72 2ys 

were comtemplating bottling wate:i 
Wiry should railways get into this 

was the time of Nitish Kumar. I thin 

I said the rzilways job is to run 

Wy should they tzik about bou.ing 
here are hundred other manufacturars 

otie water? OK. sume of them 2 

One of the key lessons that the managerial world 

has lcamt in the last twenty years is the concept 
of core competence: every business enterprise has 

ItS COre competence. The author of this idea is actually 

a well-known Indian Professor in America. His name 
is C. K. Prahalad. He described the concept of 

core competence. Meaning. that if I make Vicks 

Vaporub, my job is to sell that and market it and 

if somebody else can do other activities better than 

me let him do that. For example, Safaiwalas 

Most offices today contract out this work. Security, 
e conract security work because it is not part 
cur core competence. Somebody else can do 

er. If sornebody else can do this job then 
should do that? In fact, companies have 

22 tar as to engage accounting firms, let them 

eaccounting. I do not have to employ an 

ntent. Payroll, I do not have to do my own 

aTC Somebody else can do the payroll and 

people. So you can outsource. In fact 

9e companies, in Procter & Gamble, my old 

company we realized even manufacturing was not 

Giscuss 

LTofiiency 
:Cce 

producing Very clezn waier. And 1 

waer was very bad in our count sd 

iok Nestie is boling water, Pepsi :s ottiing a1er 
Coke is boling water and they are very gooc. Parie 

s boling watez. They are very good marufaciurers 
waer wnich we drink everyday. Are you telling 
metha the water drink everyday is not good 

aough for the peopie ho travel on trains? I said, 
This was a question of buying properiy". You 
pust have good standards, check the water, you go 

our core competence. We can outsource the 

manufacturing. 
be cheaper for us if somebody else would 

manufacture and we just buy it. Our core competence 
is creating new products, understanding customers 
and their needs. Creating products to fulfill those 
needs better than our competitors. So, the core 

We can train people and it wil 
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compctence of our company 
really lay in RaD, 

making superior products, and inventing superior 

produ 

gone so 
advanced today, comm 

advanced so much today, that invesCaj 

in 
modernizing 

communication could . 

this. But wherc is the 

of railways are calung that monev 

Aing a litte b have preverea nicat necause employee 
money? Becaus 

Number two, marketing 
them, 

building 

the brand. Everything clse could be 
oulsourced. 

So, the question that really we 
come to is should 

railways shed all non-ruilway 
activitics. That means 

they should stop 
manufacturing. They should stop 

making 
loco-motives. They should stop running 

hotels. They should stop running hospitals. They 

should stop running 
schools. They should stop 

Tunning printing presses. They should stop 
even 

making coaches. 

competenc. Why should the railways make their 

OWn coaches? Why should railways run 
school?. 

accident site, the top brass of the . 

injured. 
railwa 

The culture is such, I you go to 

Iway 
looking after the people who are 

'Ihey 
is why I wish that the minister or. 

pcople should never go lo railway 

are looking ter the VIPs who have come, T any of the 
accident sie 

becausc they di vert ihe energy of the railway peonye from looking aftcr the dent sitc, the peor 
Can you imagine anything 

That is somebody 
clse's 

ple wh 
are victims. 

disgraceful? Makes you want to cry. 

So there is the French Railways which is one 

of the best run railways, I believe, at least I have 

read about it in the Rakesh Mohan 
Committec's 

TA.: Fair enough, we have problems, bu what aboul answers? 

G.D.: Now let us look for the anee 
report, they have got rid of all these 

factories, 

making locos, coaches and they just buy everything 

now and as a result they could shed a lot of pcople. 

So what will this do to the Indian Railways? It 

will create focus. If you do not have to wory about 

your all other activity, you will focus on running 

truns on time and safely. The biggest lesson that 

we have learnt in the business world is that those 

s. 
think, we have talked too long about the r 

have to there is the proble 

oblem, 
You all face these oblems. But there 

be answers. 
Now clecarly, | 

the railways are a part of govern1 That 
chief problem. The principle chind 1991 form was that the business should do business and the 

do governance. Busine 

busincss and railw 
companies who focus on one activity, always do 

ctter than a company 
which is a conglomerale 

focusing on a lot of activities. 

government should 

activity should be rít to the 

is not a matter e governance. Railway 
commercial actiiy. However, you kno w 

difficulty in privat ng that we are having aCre 

the country. So, on't think, it is going to 

is 
he 

You all know that in the last 24 hours or so, 

there has been a lot of criticism of the railways. 

Railways have suffered a huge loss of image. Now 

accidents happen all the time. But this accident 

(Refering to Mukerian Accident in Punjab dated 

14.12.2004) has really caught imagination of the 

make c ES. The problem of exces 
easy 
labour, cxcess c. not enough spending on 

modernizing. Thc u all partly the fault of politig 
If one way I cou chieve a dream it would 

not to have a rai minister. That would be the 

best thing to hap;iwith the railways. Therei 

no minister of t iways. This whole problen 

of subsidizing i 
What you need i 

for transport. Thi nonopoly so in other countris 
these problems rted by a regulator. Butin 
successful count 

country. 

The problem, the decp discase, is thec same which 

caused this accident. The deep disease is that too 

many people in the railways represent which makes 

for the 50% of the railway cost. It is people's cost, 

that is too high. Therefore, less money available 

for upgrading, modermizing and what seems to have 

failed in this & almost all the railway accidents. 

You read reports, they talk about human error and 

the fect of the matter is that the technology has 

ger fares etc. will go awa 

ulator like TRAI, a regulator 

where you haven't privatizod 

railways, railwa il have autonomy. Theyrn 

like commerci ierprises. They are not a 
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ental undertaking. But in India even where in the 80s was wlhen the tcnure of the Divisional 

Railway Manager was reduced. It used to be three 

to five years carlicr. It was reduced to two years 

and this was done in a very democratic and idealistic 

way that everybody should get a charnce. Wel, 

this is not how to nun an organization, to give 
everybody a chance. You put the best people and 
they must perform. The real bencfits of such a job 
comes from the third year onwards because the man 

takes onc and half year to settle down and learm 

the job. 

departme 

e 
have 

coporations in public sector, you know, 
good of our public secctor. In fact. 
Commitlec's conclusions, I do not 

fate is no 
ikesh Mohan 

think. nl those are the answers. Rakesh Mohan said 

kt us 
ratize railways. Let it not be a departmental 

dertaking. Let it become a public sector, Let 

as create and give aulonomy to them but in our 

sstem. we promise tonomy but we do not give 
The whole publhc sector is not frec, alnmost all. 

Een in the case of Nav Ratnas it is not the answer. 

So what is the answer? Let us realize that we 

at a democracy. We have to bear a price of our 
democracy. We have to have a railway minister 

and so on. OK let us accept that. But even alter 

that there are a lot ot improvements that as a manager 

one can do. I can tell you, even we in the corporate 

sector, we operate under constraints, as we have 

Board of Directors ete. and sometimes we do not 

agree with the Board but we accept the Board 
So let us accept politics ot the country. 

T.A. : This makes it a rather depressing story! 
G.D. : The last thing I wanted was to depress 

you. But it is good to see yoursclf in the mirror 

and see your organization in the mirror rather than 
living in dreams. 

Other day, I saw a railway person, on the platform and there was a paper lying and he picked it upP 
and threw it where the garbage bin was. Now 
this person's attitude was like that. Nothing can 
put this guy down. He was doing an outstanding job. So there will be pcople who will be doing outstanding work. What I want to say is that despite what I have said: individuals can make a hugoc difference. You won't have to be broken by the 
system. Do a good job. 

Let us look al the manige. ltle of the 
railways and I think a lot ot inmp:vements can be 

made there. They have made imy US at times 
when railways wanted to erion. ad that 
golden age when M. S. Gujaral 
the railways and the railways t 

fact today you are reaping the ret hings that Gujaral did. In the 70s 
real mess and the whole ca 
railways because the could tiut d. 
would not carry coa 
were shut down. 2NTPC power planis e shut down becausi vays were not carrying cosi can: That T continue doing my job and even if 
It was all in a ess. Bui that man came and he sorted it out. ie ransídrmed the railways dramatically. S it can be done. Of course, top leadership makes a big difference. Unfortunately, the culture of the Railway Board is such that it centralizes decisions making. Board Members have only a few months left and then they want to retire happily without upsetting the system. What you need is people who would upset the system. 

EO of 
1 nd. in 

Now what does that mean? It means not to have fear. Fortunatcly, in the system that you have, you cannot be sacked. So you should not have that fear. hey 
The electric p is 

You do not have to do that CHAMCHAGIREE of anybody. You can have your own self-respect. What does that self-respect 
my neighbour is not doing his job, it does not bother me. ButI will perform because of my own integrity. I do my job and if I see a wrong doing, I will correct it. Now to correct the wrongdoing is not easy You know, if you see somebody doing something wrong like these Safaiwalas, I was telling you, who do not show up, you have to punish them. There is nothing wrong. That is part of integrity. That is the problem in our nation. If we punish a few people everyday, the rest of us would be helped better. That is part of integrity. 

One of the key mistakes that was made 
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were goung 

to put t on air the 

was very important. 
The couner 

air the et day. 
wll gve you a small cample from my own 

eenene We hirod a tempvary 
sounty gua 

has was efore the ie we had oulsvunt tw 

unt snoe at Poter& Gamhle. Ne wee 

inng our own secunty guard We were a sai 

mpany then and this felkow came and tot the 

Thrs was an eening ah He usod to come 

the offive clesed at 60 ckek. He was a 

DEHAATEE fellow In fact he was from nun 

Naharashtra and we were, vou know. Prater & 

Gamhle. a muli-national onmpany He uSe 

st n prvnxincing it as PROKTER & GAAMLE 

instead of Procter & Gamble. like a good 

Naharashtnan. His name was Kamhle. I have told 

hIS story in Tndia lUnbound" also This fellow 

was so dhhgent that very quickiy after 60 clck. 

when he came he reahzed that al these people who 

Aeep working unul 9'00clock or 10O clek at night. 

henied all kinds of faciities. I mcan. for example. 

pholaopying had to be done. fares had to e sent 

Out projeartor had to be run, tea had to be got, 

etc. We were doing lot of advertising commertials 

for Acnal. Vicks, Whisper and many of our products. 

There would be 4050 people in the oftice and he 

wOud have to look after their noeds. Somebody 

Wud call him and tell him Look connect me 

to the Finance Director", this fellow had to call 

the Finance Director at his home etc. Within about 

SIX weeks. he learnt to operate the far machine, 

the photocopving machine and leamt to nun the 

projector. He leamt what the home phone numbers 

oa the senior executives were. He even went 

So comie oollet t. The retary by mistake 

the right nane. but thhe adktress of the agene 

was 
e had wr 

ALAT 
RAHA HAl. I sand, You are nght Kamble We checked cireceny 

wong. 
So he said YEH MUJHE 

us comvt it 
immethatcly". 

We put the cormvt address Now. I said you knos actualy took this was an amazing guy that he acte 

trouble to look at the address and thought RAHA HAL TEH There wa 
adtress GALAT LAG 

something in this person that made him somebot y our office functione ery spev ial, and that i 

sowell in the evening. 

Once, our telephone operator during the 
This was abou 

e dayime 

a year later, and mble said. you know, 
been working tor one year on this night 

went on maternity leave. 

almos "\ have 
time 
matermity and I am very tired. So once she is on. 

leave, let me do the job of telephone operator i the day time", 

HRD was homified 

the 
Now. the personnel head of th We were a multi-national company and this teltow said KTER 

GAAMLE, we couldn t have this. He hardlve 

English. I said to the personnel guy, "Look 

us give him a chance because he may 

the best aceent but he always delivers the 

and we decid AS 
So we decided to take the gamble' 
to make Kamble our t morary telephone oner 

In those days telep: n*s were not like today wi and 

those switching sysetc. You had to put those wT 

wires. It an old technology PBX 
system. Suddenly iwt.1 a week, all our busines 

associates started say AREY BHAITUMHARI 
telephone service im.e HO GAYEE HAL Hae 

you got a new techn. or what is it? Becaue 

things 
o the extent of finding out who were traveling 

where. which hotel they were staying in, etc., in 

case somebody was needed at night. And the man, 

tact was such that our oftice ran much more 

efficientiy after 60 clock than before 6'0 clock. 

AT ume you needed something you could call 

Kambie - KAMBLE KO BULAO and Kamble 

No 

cOn 

they said: "In the 

answered after the 
f 

ays your phone only got 
r the sixth nng. But now 

it was answered oi second ring. Of coure 
knew the mswers to every question. In fact, he 

was so diligent that one day I was leaving office 
at 7.30 p 2 and he said SAAB YEH LIFAFA 

DEKHIYE. MUJHE LAGTA HAI address GALAT 

HAI He was right. It was an advertisement 

ce. But we got through 
d Kamble now, "Kamble 

there was a strang 

very quickly". So 

what have you dei 

phone so quickly, 
v 

answer it only afte 

answering after thes 

Vhy do you answer the 
ur old operator used to 

Ma ifth ring? Why are you (M= -2 film commercial- to be shown in movie halls. J ring?" He said, "SAAB 
It was to go to our advertising agency and they Ab 
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BATAUN TO MAIN SACHCHEE 

ATAA HOON KEE SHAYAD WODH 

he man 
was think1ng that there may be a customer 

have al our employe behave like Kamble? 

sAMAJHA) 

REE sidc MAIN KOI customer NA HO, 

APKA order NA KHO JAYE You know 

the 
ther sidc and the order might get delayed 

m 

ht be lost. Now. you sce, wouldn't you like 

1o me he 1s the ideal employece. 

I ll tell you that cven in the constraints that 
.e talked about, with all the constraints of unions 

nd 

all that. your job - one is to be like Kamble, 

TO, to create Kambles around you; to reward 
Kgbics that vou sce around you. 

yOU CTntrust to thcTm the more they will succeed 

welKamble's story 15 very simple. He went on 

hcame the Office Manager. He was an amazing 

Because the 

ate. But more than anything else he typified 
spirit of his cxcelience Anybody who came 

1ouch with him. it as so inportant to have him 

fact all our HRD tcrventions had him in it 
Knbie should be 

e w2 SUch a role-model inside the company. No 

T some way. because 

ego of any kind H 

pertor's job whe 
ETuty leave. 
ASSiSaTt Securnt 

happy to leave telephone 
r came back from the 
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Shri K L iza, Senior Professor (Transport 
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