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Why do operat ions 
c hallenge arise?   
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Do we understand 
our c ustomers’ 
requirements?   

3 

Marine Terminal 
Handling Storage Evacuat ion Customer 

Service 



Marine Infra 
Vessel wait ing 
f or bert h or vice 
versa? 
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• Mult iple berths 
• Tugs 
• Pilot s 



Costs of  Inadequate 
Infrastruc ture 

Pre-bert hing det ent ions 
1.5  days  P B D = R s . 8 10 0  Cr 
in 20 0 8  ~ R s . 157 / MT  
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Marine Infra 
For all vessel t ypes 
or rest rict ed 
f acilit y? 
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• All weather 
• Deep draf t  berths 
• LOA 



Terminal Infra 
Suf f icient  f leet  of  
necessary cargo 
handling 
equipment ? 
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• Cranes / Hoppers 
• Excavators, etc 
• High capacit y 



Costs of  Inadequate 
Infrastruc ture 

Vessel Turnaround Time 
4  days  Vessel TAT  versus  7 
days  ~ R s . 24  / MT   
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Terminal Infra 
One size f it s all or 
evolved around 
commodit y? 
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• Specialized infra 
• FCC / Steel Yard 
• Mechanized 



Storage 
Ample space wit h 
large st orage in 
covered area? 
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• Safe and secure 
Cargo with no 
Contaminat ion 



Costs of  Inadequate 
Infrastruc ture 

Lack of  proper st orage 
India wastes  21 million tonnes 
of  wheat every year 
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Evacuat ion 
Mult i modal wit h 
higher capacit y? 
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• Inverted funnel 
philosophy 



Costs of  Inadequate 
Infrastruc ture 

Delayed Evacuat ion 
21 days  vs  38  days  for 4 50 0 0  
MT  fertilizer c argo = R s . 72 / 
MT  additional c osts  
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Operat ional challenges 
arise due to lac king 
infrastruc ture 
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Operat ional challenges 
c an be tac kled by 
providing adequate 
infrastruc ture 
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How the market  dynamics 
would c hange in future 
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S uperior infrastruc ture and 
exc ellent operations translates 
to performanc e delivery while 
Customer S ervic es ac ts  as  Key 

Dif f erent iat or 



We need to become 
c ustomer c entric  
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Customer cent ricit y is 
building and developing 

business around cust omers.  



Illust rat ive: Init iat ives to 
enhanc e c ustomer c entric ity 
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• Customer S ervic e Cell 
• Operational Information available on 

Website 
• Vessel Cargo Information through 

M obile: AP P  and S M S  
• Customer S atisfac tion S urvey 
• Vessel P erformanc e Index 
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