CHAPTYR 13T
UALsk RELATIONS PROGRANLE

imlly aware of ite roﬂnonﬂxbilitias to 1ts
“eustomers, pmrlnvﬂes and tha pvhlic, 4850 %astern
ala*a Ltd. oerwodically restatas its no%jcv rezardin~

its nost immort&nt customer, Lhe'ﬁsse dealer.r

,Tbe cémpany'supﬁortd'ﬁhé pfincinle ﬁhét
kthé notorlno public can be served bost by the , : rk3’ 
dlstrloutlon of its products throu zh retall‘outleta
orerat«d by independent businessmea'- 4850 dealers.

They are the stroncest link between the

comnany and the consumers of its nroducts, the
notoriats, Because the comnany's sucbess is so
directly linked to that of the dealers, isso maintains
2 keen;interest'in'these independent businessnen,

Its remntation in a commﬁhity and With the motorine
rublic living there or nassine through, is influenced
by tha 1ocal dealwrs'&ttitude,'conduct and caljher of
‘service., A dealer who fails to vive iriprdly,

promnt, efflClent 3ervnce, or "ho ianlv to mawnta*n

&Cw”Uth‘ axdarr‘ op clean] iness anc apnrﬂrance of

’xsratlon and peraonnel, ciscr@ditq th ¢uivn and harms the

,bus¢nesw cf hls fellow dealers.




. B The conpnny bolioves that the solcctian |
?77ﬁand trainﬂn# ef nﬁw dﬂelprs is 3n inﬁertant responaihility,@‘j
“Llwerws ‘the solection of =tation sites and the

Fuileire of modern stat fons, It qnends much time
“ﬁﬁkﬁf zrt inoco rry4rr "ut t“nwe "v“nonqibllities,'
ther:fore, k;fran ﬂcnmrptvﬂt or inxﬁcovatnly tra*nod
;unnrﬁﬁﬁas o?ef & *%ntfnﬁ ‘thf sﬁpany F““t “HOﬁ*@
%07c-adﬁha a ﬂner Aneration at o pand 9ite, or toi
rie ?‘34&'*malar for the 3t t‘dr. fithﬁr‘wﬁy,
”’héthﬁiu;u: Lwr ard ;hé comnary su;fér:arnyitst"

Gz lan “7?*3'9 can bscome Impaired,

As arn indennrdpht bnsihessmenétha dﬂ@ze:
Ec Ui to buy and sell 4880 and otheor xrnd"cts, and
‘irvm i wnerate hlq huSAncqq 48 he nees fit, subject
only te the conditions of a writfencnntrfctwith the
CHLIWIYe 1N céses vhereystptions &TE“19:S§G, the
réﬁ;stxbie, financielly Anﬁnd cezlers who have
ceironntrated that they car ﬂhnratp 8 station
BUCC R lely end maintain or imrave the VWluo af th.
eroterty, ere mffrrpo freauertly a 7opﬂr of up to
throo voars! curation. Leace renr»alq are revi@fm‘

rare discusaed well dir adv¢ncs of éXﬁiﬁatiwn éage,

Ahe c,mpany trains and eraaur%gos its

? to rive the dealprs, at their roo’est, inn”@11, :'

statnon selllnp; manawinr, merchandisinv ard

 ‘oncr“t1n; mathods and pPﬁQGdﬁFEﬁ, and an rwc nt




Tﬁv;;automotnve devslepﬁents‘l~usao dealers are alse

1fencaurawed to discuss 1mportart station matters with ~,‘
‘members of the mAnazement, whenever they ﬁiﬂh.',_ﬂg e

o -6
lr order that ths statament of policy of

ﬁithe eompany can Be reviewud aore readily, the many
:fresnonsibilitias of both the dealer and tha coapsmy
 }in this relatisnshin are rﬁstated in 2 tahnlateﬁ -
 fbrm riven belaw‘ | , | | .
1t claarly defiﬂes the ?QSﬁﬁnﬂibilitiéﬁ ﬁf' 
‘a dealer and the company with reapeet to such
’iuﬂortant elements of business as corporate 1maze,k‘ 

‘product anality and ststion ontlets.f

Corporate’ As the leading loeal As the ieadﬁr in the

Juhee \ dealer to operate - induatry,rto supnart
his station the principle that
kuucCessfully as an ‘ the motoring public |
independert | can best'ﬁe served
businessman, | throughiretail outlets

operated by carvfnlly' |
e]aeted, trained ‘

-,”ﬁ and counsellad dealers. f;

g % ST T e
S b This statem@ft af policy 1% f@llowed by all
. nsso arfiliates throughout their areas of Oﬁﬂ?&tiﬁns“t»
This was formulated by the Head Uffice at f@ﬁ“ferk.;f‘j‘ -
~ See usso, lLetajl Sales Developmen ’ The ssa Peliay, o
‘ =880 btandarﬁ, hew Ycrk. S ; o RERRET S




Iroduct
Sluality

Ctation
Cvutlets

PrOP”dUPP

© o rprchandiﬂe,rsﬁ’zyi

vromote and sell

in-a manner

commensurate with

thewprgduct“

cuality and orice

L0 meet competition,

To maintain:

appearance of

~outstarnding -

attractiveress,

clearliness, and

orderliness,

To participate in
ﬁraininﬁ of
entire staff as a
necessary sales
and profit
building effort;

 tQ-operate-those

*;;hours~that*b93t~

Q}f qerve the metorinz

‘~*vgfnub11c.; e

L‘f~1he 118850 Lgalgtu"~f~ f%§se Sgandaré Mala“ ‘ _' ; 

ff'To subnly hi?hpat

euality préducts at

‘ fairrprices,
ﬂ:deiivered onj<

' 1rfsehedQlé;?:”7

To furrish most
~ modern designs for

~ attractive and

functional stations,

To covnéel, train,
and assist the dealer
in his merchandising
and servicing |
problems, and

operating schednles,




S ﬂﬁvert*qinr

“romotions

The bsgg Dgalgr
lo Co-ovrr“te in
current
advertisinv and
pramotionat

campajgegns;

disnlay current

Lickting

Squiomert

- materials

promntly and

1o maintain
eouipment in
rood working

order, anrd

' make proper use

of it to

incrrase business.
To maintain

equiprient in

vood order and

},make proper use

~of it to

?x_inereaqe businesg.'J; ,

Pest

 ijf1Q m&intain
hoomS ”‘, | . |
ISR facilitzes in geod

a'der and

E'STovvponsor nrodvct

se vice ard

1nstitut10na1

,aavertlsinv' to
"ffurnish:poaﬁg,gf_;;;,l,;,,

_purchase materials,

To furnish the best

types of exterior and

interior equinm2nt to
meet loeal

conditions, attract

business.,

To provide identification

sign, pumps, lifts,

i overhead'lubrication |
rewlq, ete, neaded

  >710? qUCCFquN}

GDPPatiOH.;Q‘ ﬁUf”‘ 

‘krio 0cuip statlnn T

5 ‘with the best

‘ ~kfaei1ities ﬁo meet ‘




'k“,,exuentzonally f;Q ' §floca1 demands and

‘5ffclean condltlon'f7f!ff5Cuataas.35ffﬁ

 ‘bo eneourape‘ 
trade.
ougtﬁmgr‘ P Tohprcvidegj L e To guaranteﬁ productf  ;  ;
wetiafaction TR o L
S friendly rervice 'Vauality to create 7
Lanﬁrquaiity . strong deQire aronp -
warkmaﬁshib . | 7,i soteriats to trad
 «wi11iha1yin:' "'~f]at.bssostat10na,
seumg and ~ sunerior to those
. d:enersin L ’~;’ofrccmpetitdrs. |
,products and"; ' o
buffOrmiﬁE
5 rvices in
surrovndines 
equal. or
‘superior to those

of compet:tors,

,This 9tatement of policyriq made solely to
rive a clearer understandlng between the indlvidual
'cealer qnd the comnany.k it serveo'as a punde*post

: mhoreby all porsonnel connected wzth thp usqo

k‘,nrv”rizatioﬁ‘can best qerve the comn&ny.wfgw;l

“ha asrvice atation buainess is a dvramic St

k'f’buSines" whichicalls fbr exeallent entr@nreaeurship. j ' 

f;resourcefulness and understanding af human relations.k




k'. g{ Tha very word servicc definﬁs,its ultimatu purposa thﬁt

 15.ffof helpin? pecpla, and in the 1ast aralysis, it 13 not

k"i  'th¢ buildinﬁ, or the layout or toels, important as ""

they are, that Five customers service. Hather it ia

the people running the station who Vive service. The _'

| Vstation personrel more ‘than any aingle elenent, control

“the success or failure of a 3tation s busineas. The

“‘1mpartanee of selecting the right peaale and keepin?

‘  kthem at peak pprformanca canrct be overssphaeised.

'. 15 the caapany s dealer ralatiaas prﬂzraﬁme ?reat

‘"kewphaais ia placed on the selection af dealers. ks

A new dealer can be, ard shonld‘be, ar

extremely valuable asset to £sso reputation. The
| time, effort‘and‘earekdevoted to finding and
selecting new dealers is one way of assuring
business volula and is a very iaportant aarketing
eftbrt. It takes time but 1t is worth it; for
aelactien of a goad;dealer is the key to successful N
service atation operation. Dealer turnover is to be
avbided an mueh as poaaibla, beeause every time the
eampany has to change a dealer, it means.
| ',J.¥H§) , a loss te the company | o

“ﬁfffiﬁj»' ar inconvenience tc Esao cuataaars, and

e a hardship to ‘the dealer himself who

" :*s gstarted aemethin? he was unable ta carry»[~“ g

flron tc a suece&sful




‘lconclnsibn.». BRI

e The company has a rﬁqponsibility to the |
marn jt qelsctq‘, ‘The rifht‘type Of;daaler'w111~ ,,]f»;,,, n,
cortribute ‘to the business of a service station in =
the followinr ways. | ; | o =
1) Rﬁputatjnr nf the qtatior and its roodwillﬂk*f~g
‘is maintained ‘ L o | Sl
2) Quaiities of producte and qarvicss are S
 more favourably accepted by cuatomers. ',  9
3) Gld cuatemera are ret&ined and new"""
,:customers ccntinuaily added.- S |
i,a)k‘Amountrsf businesspercustcmer is
i increaéed. | " | | |
5) Amount of,;ime andexpepsé is more
' economically used to build »up business‘Of‘

the st&tion.

wChahqing corditions, competition and the
‘consumer's demanﬁ for hétter,sefvice make it desirable N
to have the best type of man to operate ar Esso .
Station succéssful1y.k Emphasis on an efficient type -
6f'ﬁeéiaf‘is also ir accOrd&hde with the’comnany'é .

new’station d?San and oppration wbich QIIOWq 0w

e ;or?and‘11provement ln msrch'

el bee hssa, _gtail Salﬂs Develonment The
”'7Impartance of Dealer election* Esso tandard New
:Yerk. . : : a ) )
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i ¢°ﬂ¢1usiﬁn. SR RNk

= The ccmpany’has a rpqponqibility to the
: mar. it qelﬁctw.‘ The ri-ht type nf dealer Will
contributa to the bnqinesq nf a qarvice ,tétidﬂRin ‘ ,‘
‘the followinr ways'”"" S
1) Reputatian of the qtatior and ita poodwill
is maintained.rﬁf,ry “ ’7‘7 fr e
; 21 Qualities of products anﬁ qarvicps are
more favourably accepted by cuqtomers.;if“5 
3) Gld customers_arﬂ;retajaeﬁ'and neﬁ
customers cantinually‘added;,j |
b)) Amouht‘ef business‘pér cﬁétoﬁerkis
incfeased.
5) Amount of time and exper.se is more
economlcally used to build np buqiness of

the station.

 éChanziﬁg conditibns, competition and the
consumer's demand for better service make it desirable
to have the best tYpe of man to operate ar Esqb -
Stét15ﬁ éu¢éesqfu1iy; Emphaqis on &n efficient tyne
’of fealer iq also ir accordance with the comnany ‘s

new station desiPn and epgration w%ich allowq far

e bee 53803 ”gtail Salﬁs Develonment The | o
‘ 'lmportanca of Dealer ! electien"msso at&ndard New EEAEE




.

| The company*haq a reqponqibility to the EAL
‘mar it selects. The ri-ht type of dpalar \111 |
cortribute to the buqinoqs nf a qervice °t9ticn 1n7"
qthe follnwirr ways: SR : e
1) Raputatiqr of the qtatior and its ?oodwill
is maintained.ﬂ;'yr |
2) Qualities of productq ané q@rvices aré  7'
,more favourahly accepted by cu«tOmers.;f 
3) lld cuﬂtamers arr retained and new‘f';
customers ccntinually added. .
4)  Amount of ;busﬂi‘ness per_,custqmer is
increased. | -
5} Amount of,;ime and exper se is‘more
ecohomically used to build’ﬁn busihess of

the station.

'Chawvinp'conﬁitions,'ccmpotition and the
consumer's demand for better service make it desirabla
to have the best Lype of man to operate ar bsqo
'utation succesqfnlly. Emphasis on an efficient type

of fealer is also ir accordance with the company's

new station deszpn and cperation, wbich sllan fov |

fne;onnand iaprovement in merchanoiq1r? productv

e bae hase, “gtail Salvs Develonment The ‘
f7lmporbance of Dealer election; msso tandard New
pgork, g ‘ ‘




‘ ;;éné Sérvi§éq. Adhnrin~‘to an eatablished Pracedure isf7ﬁf 5?5~
:5ff the surest way of eelectinw the bagt tyna e? dealer.~7  
 Of utnost imnortance in thf final qalpctior are the
;circumstancesg in a narticular location, thé“earning‘
possibilities nf the qtntior rcomﬁetjtive condit1Qns

and pncial informatinng

LR

about?théidealﬁr,gandidate"V

Al

Nethodq of ﬂﬁlectinn of 59&19?5 are dﬁVPFRE. :
The first 1is merely a matter of talkirp 1t un thrﬁuyh

.~ the 9any versonal contacts the s&les*en eqtablish
in the course of a normal day., A secand method is
throuyh planned publicity in the fcrm of advertiain?.,~
A third posaibility is findihv potertial doalerq amonﬂ"
presert dealers' employees and fourthly, is the .
approach to men in the companys salaried training
statiqns; mﬁny of which have provédnto be the best
éource bf éuccessful candidate55‘rThe most importnnt
aspect‘of successful rvcrtitin*‘is buiiﬁinﬁ up andr
‘maintaining a ready number onf prospnctive dealer‘
candidatas and good reqruiting ﬂeahs a never ending

search for th- best possible dealershin materisl,

o .

”fé~“ | o -
g Thesa cireumstances inélude ‘the traffic S
R ~exposure of the service station, the number of competitive
'rgoutlets naarhy and the na*ure of the m@torin; nublic.rdp\

‘;79' | coeen SRR SR ~

i The qpecial irfnrmatien is usually about the

daal§§ 8 character, statuq in sociaty and his financ1al
o nﬂj ")nn N ) .




