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CITIZEN's / CLIENT's CHARTER

 Citizen's/Client's Charter   

      

        

       

        

          

        

        enhancing 

awareness and improving service delivery

As per the directives / guidelines issued by DARPG 

on 30th June 2010
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 Vision & Mission 

Our Vision

To be a World Class Energy Company known for 
caring and delighting the customers with high quality 
products and innovative services across domestic and 
international markets with aggressive growth and 
delivering superior financial performance. The 
Company will be a model of excellence in meeting 
social commitment, environment, health and safety 
norms and in employee welfare and relations.

Our Mission

HPCL, along with its joint ventures, will be a fully 
integrated company in the hydrocarbons sector of 
exploration and production, refining and marketing; 
focusing on enhancement of productivity, quality and 
profitability; caring for customers and employees; 
caring for environment protection and cultural 
heritage.
It will also attain scale dimensions by diversifying into 
other energy related fields and by taking up 
transnational operations.
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CITIZEN's / CLIENT's CHARTER

A. What is Citizen's/Client's Charter ?

 '   '          

          

           

              '

 '            

              

            

          

         

            

      

B. When was it introduced by Government of India  ?

          

         

            

            

           

            

              

           

            

INTRODUCTION
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 '          

        

         

         

      

            

 

 

 

 

' '  

 

 

 

C. What has been the progress in implementation of CCC  ?

        '   '  
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D. Why were CCCs included as a mandatory indicator in RFD ?

             

' '

        

C. Recent implementation efforts :

' '

' '
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1. What is Petrol Pump  ?

2. Products Marketed at Retail Outlets :

Petrol

Normal Petrol

Branded Petrol

PETROL PUMPS (RETAIL OUTLETS)
1
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poWer

poWer

Ethanol Blended Petrol 

High Speed Diesel (HSD)

Normal Diesel 

Branded Diesel 

Turbojet

Lubricants 

Compressed Natural Gas (CNG)
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Auto LPG

3. Facilities provided at Retail Outlets:

Facilities

Mandatory Facilities

Other Facilities

Quality
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Quantity

Price 
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Adulteration  : 

Short Delivery

Overcharging

4. Cashless Transactions

  H P  P a y ,
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Charges and incentives for Digital Transactions.

5. Safety – Our utmost concern :
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Complaints :

D

Selection of Retail Outlet Dealer :
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Why Auto LPG (ALPG ) :

Advantages of Auto LPG 

Availability of Auto LPG 

DS           

          

AUTO LPG
2
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Operation of Auto LPG Dispensing Stations (ALDS) 

Why should we not use detachable LPG cylinders in vehicles  ?

General instructions for motorists
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Auto LPG conversion kit, its components and functions :

Auto LPG Tank (ALT) and accessories 
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2. Approval of Transport Authority :
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2. Advantages of CNG :

Safety

Environmental Protection

Economical

Technical

COMPRESSED NATURAL GAS (CNG)
3
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3. CNG for Automobiles -

4. Safety -
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5. Precautions to be taken during servicing and repairing of CNG

vehicles  :

Other Precautions
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For more information, visit: www.hindustanpetroleum.com
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1. What is Kerosene ?

How is it distributed  ?

Role of Retailers (Ration Shops / Fair Price Shops) :

KEROSENE
4
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2. Kerosene Prices :

3. In case of Complaints :
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LPG
5

The Product ‘LPG’

LPG Installation 

1

2

3

4



29

Public Distribution System for LPG Marketing in India
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Distribution Network

Services 
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8. Time frame for services rendered by HP Gas distributors to the consumers:

Service Conditions Timeframe
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Customer Relations 

�
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Emergency Service  

Expectations from the Customer 

Simple rules of usage
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Inspection of the LPG Installation 

In case of Leakage

In the event of accident 

MCs
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Customer Obligations 
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Lubricants & Greases

DIRECT SALES
LUBRICANTS, GREASES & SPECIALTIES

6
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HP Lubes Marketing 
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�����
��

���

Performance Standards and Quality Assurance of HP Lubes and Lube 

Specialties products:
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Recommended due diligence for buyers :
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How to provide Feedback / Register Complaints ?

              

 

10th A WING, Marathon Futurex,

N M JOSHI Marg, Lower Parel - East, Mumbai - 400013
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AVIATION
7

�

NBKPS 
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Approach for Supplies :

.VNCBJ "4'
$�0 ."'''-0QQPTJUF *5$ .BSBUIB
"OEIFSJ�&BTU  .VNCBJ

������������

IQ�

Quality Control System :

�
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Health, Safety and Environment :

Feedback System :

Complaint Resolution :
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Sales

Second

631662
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Pipelines SBU
8

The answers to the above questions are given below :

1. Vendor Registration for Contractors / Suppliers :
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2. Mode of Registration :



54

Updation of Vendor list 

3. Inviting Tender Bids :

MSE Registered Units
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Opening of Bids :

4. Award of Contract :

5. Redress of Grievances:

6. In case of complaints :

ipelines SBU
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Chief P/P 

 

 

 

 

22694154  

7. Preventive measures undertaken towards Safety & Security of

Cross Country Petroleum Pipelines :
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8. To provide information of any untoward incident at the Pipeline

Location :



65
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1. CPO and Its Role:

        

           

         

         

   

2. Procedure for Registration of Vendors in HPCL:

        

 

         

         

           

           

            

   

Central Procurement Organisation (CPO) 
9
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3.  Where CPO tenders are published:

            

 

 

 

 

 

 

 

 

 

 Details of tenders enquires for Goods & Services available in Government

e Marketplace (GeM)  are published on https://gem.gov.in/. Details of tender are 

available on https://etender.hpcl.co.in/eProc/VendorLoginInput.action

The following are some of the general queries :

How a Contractor can get registered for Supply/Work Contracts/Services with 

HPCL and what are the different categories of jobs for which HPCL invites bids 

from suppliers/contractors? 

Where is the Application for Registration as vendor available?

What is the procedure for inviting bids from Contractors and suppliers?

Where is the information regarding tenders floated and Contract awarded 

available?

Whom to be contacted in case of complaints/suggestions regarding malpractices 

at Project sites?

The answers to the above questions are as mentioned below:
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CATEGORY OF JOBS FOR WHICH REGISTRATION CAN BE DONE: Based on 

the            

 

)  WORKS  

       

)         

B. Mode of retgistration:

1)            

)    

)             

)       

      

A. Vendor registration for contractors/ suppliers:



62

B1   Updation Of Vendor List:

        

        

C. Inviting Tender Bids:
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6.
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D    Award Of Contract:

           

 

 

          

             

F     Redressal Of Grievance:
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4. Process of Grievance Redressed Mechanism in HPCL:

5. MSE procurement guidelines:

, and 3% for women MSEs  

  

         

o
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DOING THE RIGHT THINGS, 

THE RIGHT WAY - CORPORATE GOVERNANCE

Corporate

Governance

Public

Grievance

Redressal

Corporate

Governance

Integrity

Pact

Right To

Information

Act

Vigilance
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Talent Acquisition :

Capability Building :

Performance Management :

Human Resources
10



68

          

 

 

 

           

Industrial Relations :

 

 

 

 

 

 

 

 

            

 

 

 

Grievance Redressal :
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Technological Initiatives :

Reward and Recognition :
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Whistle Blower Policy :

Preface 

Eligibility 
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Role :
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Protection 

Sexual Harassment of Women at workplace :
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Prevention of sexual harassment :

The ICC, in addition to redress of complaints, will also :

Procedure for Registration and Redressal of Complaints :

Registration of Complaints :
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Redress Procedure where the respondent is a regular employee of the

Corporation :
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Employee Engagement Initiatives  :

Corporate Social Responsibility :
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11111111
RIGHT TO INFORMATION ACT 2005 - 

 A BRIEF

             

 

 

 

               

 

 

 

 

 

 

6�3BP  163"0!)1$-�*/�

           

                 

 -  

788415.
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COMPLAINT / G GRIEVANCE 
HANDLING MECHANISM

12

�� Availability of Complaint / Suggestion Book at HP Gas Distributors & 

PetrolPumps

�� Display of Contact No. and Address at Retail Outlets / HP Gas Distributorships

�� Toll Free Number, Call Centers

�� Web based complaints
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�� Timelines for Resolution of Complaints

�� Email

�� Public Grievance:

B�

C�

D�

�QHQPSUBM�HPW�JO
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HINDUSTAN PETROLEUM COPORATION LIMITED

REGISTERED AND  

HEADQUARTERS OFFICE

MUMBAI REFINERY

MARKETING  

HEADQUARTERS

VISAKH REFINERY

DELHI CO-ORDINATION OFFICE  
   

 
 

HPCL ADMINISTRATIVE OFFICES
13
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NOR
 Plot No. 1, Nehru Enclave,

Gomti Nagar, Lucnow - 226010  
0522 - 2307759



1



2



3



4



5
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Zone  

2nd Floor BSNL,  CTO 
Building,TT Nagar 

0  

 
 

 
 

Basheerbagh  
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4th Floor LIC Investment  
Building, Phase-2,
Near EPFO Office,Pandri 
Raipur-492004

1



2



3



4



5



6
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Peddapalli Village
Bhakarapet, Kadapa
Tirupathi Road
Y S R District-516247
Andhra Pradesh

99
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IMPORTANT WEBSITES
14
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Unresolved Grievances Bothering You ?

You may seek help of Directorate of Public Grievances [DPG] in resolution of

Grievances relating to Ministries / Departments and Organizations under its

Purview.  In last few years, nearly ninety percent of the grievances taken up by the

Directorate have been resolved favourably.

Please read carefully the conditions listed below before lodging your grievance :

GPF etc.], a case disposed o� at the level of Minister of the concerned Department, commercial contract, 

a subjudice case, a case where quasi-judicial procedures and applellate mechanisms are prescribed for 

decision making, RTI matter, Religious matter.

List of Ministries /Departments/Organizations under DPG’s  purview

[a] Ministry of Railways [i]

[b] Department of Posts [j]

[c] Department of Telecommunications including [k]

[d] Ministry of Urban Development including Delhi [l]

[e] [m]

[f ]

Authority of India and Air India

[n] Regional Passport Authorities under Ministry 

[g] [o]

[h] Ministry of Tourism [p]

[q] Ministry of Youth A�airs

CABINET SECRETARIAT

DIRECTORATE OF PUBLIC GRIEVANCES

GOVERNMENT OF INDIA

Note : You can lodge your Contact us at :

Grievance online on our website

http://dpg.gov.in.  Directorate of Public Grievances  
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Follow us on     http://in.linkedin.com/company/hpcl




