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L,‘mm‘gg ~OF  COMMUNICATIONS

R e One aﬂpeet of communications amoa; dealers
fris taken care of hy thp meetinvs of the advisnry j*f"
r‘beards at variena aales lgvels.iishe paraonal exchange
 raf infsrmatioa amcng dealers, their chances to talk

~ }§@ ﬂealer-saleaaen, District Nanaaer823

kmaaa*ament pecpiezb all provide ehannel@ of
fcommunieations.~ In a aare fermal sense, 80 do the o
minutes of the meetinrs which eupply a record of )

‘ topics raised and which are distributed widely amonz

“daalers andjcumpany personnel.

| | This aapect ‘of dealer communication is |
an 1Hportant ons, bvt needs to be reinforced by other
channola.: It also needs to be expanded in ways that

will include all dealerq who are not membera of

and Area,15 ff¢~ Sl
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s These manaﬁere control cemparatively broad
They frequently report back to headquarters.

" Thes s re usually the man in the field. R
nsually ‘bulk plant superinteadaﬁts, supervisars,
e tives and senior saleSﬁen..  T ]

nnel ceme under their span of control.‘ff




2fi;: b@arda and whose senqe of bﬂ]np

'1nf,q;med abOut S

“~§; 'happon1ngs af intereqt to deaier piswperhaps a mere |

‘ ~5rimportant consideration than that of the dealerq who e

°"ar¢ members of adviqory boardq.

”"ueveral pnints hPVP prﬂvan valuable 1n

‘fvconnection with comnunuc“tin q t>,a d amon* dnalnr«

771371) Keen the cnﬁmnnicatiena ‘brief and 1ive1y,

J7“fﬁfdealer3 are flnnded with all~verts of printed

*i<;; ;mat9ria§q from thﬂ cnmwexv anﬁ ﬁ*her qu»ﬁlier8~ﬂff’\'

'7';2) Rapart on items of as sach 1cca1 intnrwqt
 3  jt0 dealerc as noqsible, thpv are more
wﬁﬁintereqted ir what iq yoinﬂ on in their
1"area or district than 1n nation wide hapnenlngs.
3) ustablishkcommunicdpions on a general
: baais; so that dealers 1ook forward‘to a
”periedic flnw of informetion and nevs, |
: 'A) Heln maintain derler interest in

Lff icommuniGati°n9 media by repcrtinv qp@cific

V;?iitems of help to his buqineqs opprationq ard

 “‘”foby settinp un such publications aa the "Esco

7f@VDealer Newslotter” to maintain interest and

~92 5t Vfoport news-,:,:::ﬁkr

;,thnstgff ﬁxd d@alerq.v

Of the%e,;_  5"k' |




SE  are piatorial presentationc . and othe
'75¥ﬁﬁft°Pi°3 af intsrent.

“direet ”“ﬂt&et betw’en top’ wanaremnnt and the éaalar7}f7 °7 “fﬁd3

 f1ntersat 1n thﬁ deﬁler orpanisation. fif?f:~%'f“*“

‘k_*Idea Trading‘

’ HPW“ and other numerouaf i

The ain here is to e&tsblish

,provide an easily read&ble and rewularfiffﬂfr  €7'5?

measafe and ts demantratp tap management‘q p@rqenalf 7"

Thg newsletter 1% the fererunner ef

7 ;comuunicat1ons and it is writtan in a friendly Vein.C;  Lfff7f' .
- lt ?‘ivaa c}.ear ami valugblm ifl mt iQn, githar :

5Tab0ut company policy or abaut haw dealers can be FEE T L

better4businessmen.; It riveq dealers in the Salea f: kf; “j;, f?

fﬂistrict a direct line of communication with'their
"respactivaymanagers, thus strengthening the District

| hud*Siles Térritoryibonds with déalers.'

Ry Basidos this,‘Esqe also publishes a dealar
newspaper waekly. It containq photographs of dealers’

angagod 1n dealer relatiens as well as in public

, relations, accounts of meetinvq af District Dealer |

25
Adviscry Boards, news items of specific 1nterest

{to conpany dealer operations ard a monthly “Daaler

st“ in which entrieq of successful ', 
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1ff fpiv¢n hut very

i:foﬂly items of r«al dealnr news are printed not
fexhartﬁtions to get ont and qsll“
‘_information.‘ The newq are written with the dealers"

‘ 7interest always in rhe fcremnqt, and from the au"le

i:ealer talking to aealer._ Phus avery aspect of

,?the nawspaper reflects the faet that it 1q a ﬁﬂblieatigaf'f?ﬁgg n

 jfabout and fbr dealers, even theuph it ia prapared

‘f7and distribatud by the cempgny; jf;

?ha job Qf puttirg out the dealer 'Newspaper |
; and w?he quo Eealpr is done by the Printing Department °

,kof the company and materials used come from field

| reporta, from minutes of Area and District Dealer
Adviaory bo&rd meetinws, froﬂ company's plans affecting
dealez‘s, and from the area staff review group which
passes on dealer vupgeqtions. The n@wspspﬁr is

called “Esqo News and though it is mainly produced
fer Esso staff 1t is also easily accessible to ‘”
campany dellers.‘ Every mnnth about nine hundred

'copies of "Esso News and about one thousard three -

fhundred copiesﬁof~“3390 Dealer are published.k ‘ ;

‘er.;éso dealers are doinﬁ. :Itf:;“;'

often caqh iq the main iHCPntiTG.,10ﬁ} ‘   ‘_@'  f

;fi}ocessiens wﬁtﬁheﬁ er moter %caoters are presentvd, el s

or ﬁnrely meehandiﬂiﬁg S




‘Jwﬁtoe Pravidss m steady stream of uqeful ”non~sa1es‘ e

‘;_ ;;pressure“ 1nfbrmation and bccauss it is written 1n'~,“ |

“, &terms Gf the dealer's 1nt(rewt helnq builﬁ 8

"¥¥ lerawoodwmll faﬁ the cnmnary.

. make &vnilable and acceptable certain special mailingaa‘ }j - f
kby tha company to thv dealars. Tha se mailings ' | |
: T,?anarally take the form 0f reprints of articles thch
fdirectly ar indiractly, affeet the 5ealer because of
'jhia position in the oil industry.f The e reprints
fof artleles mivht be extracts of ﬂewsletters or any

:programme cencarninr sales promotion to be fbllowed

‘by dealers., They are sent out as background informationk
to dealers for their use ir talking to customers
“abaut the 1asues concerned.~ rhere is also the need

to establish the premise that when the dealer does
receive a special mailirﬁ it is of real importance

to him._ Thase reprinto are sent out under a short

flyer27fbon the Area or District Manaper, explaining

A R T Th.s@waailings are usu;ll 1nT§he ( i
Cod tehes fre& ‘the company to dealers. ey usually
';Uc;ggzin instructiena about & new adve rtiqinﬁ;campaign

_or : ,gpolicies SR




= m m cmy feols t.ha Mfomtion 13 iuportant

m m m éoaler‘n mtereqt. 13 inmlved.

[;,,j_,eneo ,*‘*’_‘ fshm t;h xt dealers ap‘?!‘ociatu e

| :,thiu tm cf 1ni‘omt1nn vhex t.hev receiw it at

| eo tima. Cemin kay dulers have ude
o geod m er she infwtion w t,he benem, ef t.heaselvas

| ,;:;aad “G emy. Othar means ot amnieation tc el sy

and Mg éulars an also in use, hmver. mt the«ee AN

_g:“ umd t;he seape uf tha hrief tnp.ic ef diseuqsim
*‘*”9- To mtiea a few af‘ ﬁm hrieﬂy’ Bhﬁ, ,“ S

o —fmm- hulletina, ml mm eant.aet.s between |

-*—‘cmny mreaant.ativea ard deale-«ra am fmnl courses‘:r L 3"§

‘for duleu 1a cmpany tmininr stations. Theso .

‘ma mu Mcrs hw to run their servica

mum an‘ocuvoly, provms.m them with the Lnt.ost. o
techaiwu ot nrvico and sales pmotions. Dealers
‘ldto lnvc undorgm t,he traininr are expoct.ad to |
ianil of what. t.hoy hava baen t.aught into t.heir |

| ml.eyeoa » thlt thuy wﬂl be able t.o render noh
f;otfwmn lmd bottcr urvice; S

dmhuﬁhtt.hozcmic tﬁ.‘on c!mnnels which have been
o1 at.icm fer the dealers -




projacts.: Thaso nrojacts fall 1nto two main .
catoyoriesz - A

,ngi;) Thhﬁi prajactq whicb the eomPﬂnY has

"ulre&dy set in,motion throa;h ita rafnlsr
Vprnhlic relatiatn prO?rQMﬂe, snd with whieh
5‘ 1;°ﬂ0n1era can be tsaoeiatad. ':; R
"“fff;ifz) Sp@eisl nabiie relatinna brojeeta whieh =
?7 ‘!rt p@rtieﬁlarlv adnpted ts ﬁe&l&r aﬁtion r~f ?;
| ;;ﬂ;gt the eammgﬂi%y level.» Bash catezeriﬁs
;;  »"111 ef caurse, vary by area and re?ioﬂ, g
» f;¢§epeadiﬁg uwan th@ir loeqtiona and guhlic n~f‘r~jii‘
"’ ; 'ra1atiaﬂs obiectiveq‘, Certain PPR@?&I e

| ﬁebsﬂr?atiﬁﬂﬁ,:howeVar‘fd»nerve eonaider&tion.,i?’Errr

 J; The easiaqt way to beﬂin a dealer nublick

relationa provranme is to et dealnrs involved themselves ‘

in projects whick are alrrady in existence. Here

objeetivaa are set and the 1ncluq1on of dealer | |

activity adds an extra momsntuw and maqu additinnal

ieuatoners nvail&ble for exnosure tn the project. The
'objectives may be to 5rcr@ase qales for thp year j‘
’;or t 1rtroduce a new methnd oi qervjce like tho “Five~  7: °i“

k‘point Serviae System. Ir brief tbis syﬂtemqhas  ;

 3?£1?6 atopSo“fﬁ




hen he checke thf tyrps.kw,‘[  f s

; 7the Wind screhn, ar.d finally, |

145) ‘the first attendant will solicit aales

“i °f acc“"SGri“‘ lik~ a new Lynﬁ of noliqh

 7_ wip1nw cloth ‘wia TS, atc.,f; 
:Howevar' in 1ntroﬁuC1na a newv ﬁrerrﬁﬁﬁé,éare‘ahould -
be taken ta moéif the axi- <irr one a9 th it the R
‘fone rc replﬁce thﬂ nlw can he ntrqducad ;13 ly aru
iatfectively 80 ?h 1 if can rﬂaﬁzlv ”“”nﬁrd 6 +ba
Leffortﬁ of daala 1.1 Thins is rsuall" a ”el?tively
"Gimnle*nrOpoﬁ‘tWﬁn. If a nublic *Oldtiﬁn% nrojnct
1ikﬁ thn Hi"hway (odp carn«ivn N ”‘ﬂﬂtl‘0°
participates in,‘containq elamhntﬂ which will be
of interest to people at the nntioral level the )
same olempntq will usuzlly work at the community level,
Corpnrate aid t»o advc:tionqgvhich “sso cuwrrently
pives especially to the children of its staff, hirhway
kaafety which Esso provide" in the form of booPl ts,
 theqe and qimilar exi"tin publnc rplafionq provramwes

can be adapted 30 that doalerq cen take an important

Lpartﬁinwihpm. Actually, expfrzenca hqq vhown that
o  ”““may b@ cwrrwed on by th( ﬁealtr in his

g s a tornm 1ﬂrﬁ by th Corrﬁr" tn cescribe
ﬁ Thi:sitccqtaff's children. Recipaentq : : o
: lasses and the award is mﬁven on mnrit.k



—fQ ﬂcommunity with much

” c: nffectivene s arv at
;ijless expenae to the combany, thfn thrauzh the means

‘by which they have been traci*jonall} &anancted‘ o

It 13 wiee therefare, to plar ‘how dpalera'f'
 may best fit into establiqhec co~pany s ouhlic
, 7ralations prajecta, ther to take all qtenq receeqeﬁy :
to see th t thsir aqaocxatior vit‘ the prajects is
both natural and potentially productive.' Ore of
tha ceapary’s Eain resranﬁibiliti*s in a cealér public
ralaticns prowramme ir to npln the dealer obtain
external publicity for his actiV1tie=, and“to teach
him haw he can continue to Zzet this publicity throuwh
'his ownkefforta. It must be borne in mind that ©00d
relatiahskalbnefbetween company anc dealers are not
enénth‘ Fof~th§ company and dealers to be successful
wgéchpubiiézrelatiohs too must bé maintained. Therefore,
after food rel= tionc have been eﬁtahll"h d between
the comnany ard dealere, the comparv then tries to
extend theee relﬂtlons further 80 that throurh dealers
the company can acquire rood- will frow tha public

too., Without pood company-dealnr relat:onq, this |

tive will be auir,e imposqible-,; Th““* the .

 éem§any ﬁses’basic te“hnivu»s of public relations :Q;‘ :

,cemmunieatibn like preqs‘rele&s&s, radio COV”F&FG and

‘chinf dealerq to use theae technzvqu_~‘

' 'da d f”rms to help dealers reach the publzc"‘1 7



\J;J;Bhg“n bv aaelers 1n thi' field.

. ;i:th“”l'” 1" a ”tﬂp mde Pasif"" "';bv, the apt.nude =

Thc hslp and the in:ff\;“f o
taachap? almays start at ths very bxrinninr sf the " ‘:ig
\ denlar advisory netuork orvanisatien and vrry Fond :

:results hBVQ eume fram thwqr effurts 1n the di“t‘erwt}"i

A firs% step 1@ to help puhlici?e the ,

daaler'a activities with thn dvisery orpaninatisn

' $at upmby %he eamnaay.r,:tanaaré prssa releases and
ac&e&pﬁayﬁn# pictureq ﬁre prrnared bv the campany 8 | LR
Public Relations ffice, and "Pnf to the fistricts L | ;té
for lecal ﬁistributinn anﬁ as ruides for tho prep rvtion |
of future roleases. A l;ttle publicity obtaired

for a8 daaler has & highly palvanic effect with all
dealers ar.d amorv liqrrﬁct staffs as a toker of vwhat

effnrt 1n this direction can wro&uce.k

onventions ard their Communicntion Aspects
' Esso Standard Malaya Ltd. holds Lealer
Convuntiana annzally to foster erood reletions with

1ts denlara. Thrauph these the company rets into

dirsct contaet{with its r@tailerq and hence a better
: 5Setwnen tha company arc its d ealers |

ifauc‘~” hu”e errani%ation;

Eaﬁo n&turally haa & lat cf éealer charwes in

| ﬁhe £ aryear npu ?heqe corvettnerq vive |



jﬁjdealers an epportunity ta uet to know 5

3§¢and to exchsnge business iﬁeas. ”,,”3jyﬁf,fff‘”“;°‘

Tho Dealer Lonventlons’aré planred for -
~attendanc'fby all dealers who wish to attend in the
,kdifferent aalaq distrncts in thn country., Dealers'
| wives are elen encourappd to attpnﬁ and part of
the preprammo iq snﬁcially*dpq*wnpﬁ fer %hs*r int@f@vts. y
Uqually a lurcbﬂon is hele jn capavrcrioﬁ tith 5t
but thp mafn part A ?hp ftnrnann qeﬁﬂion far tbo
dealerq ﬁvrinﬁ vhfch comvan* experte xw]l diqcnqq
ﬂﬁw deVﬂlﬁpmen?e in axtovnbilnn casolire market:ng,

comnarygplans anr‘the like,

Dealers enter into nrelimznary arrangements
for the conventjon, it is often noted, ‘with enthusiasm
and in,Districts members of desler hoards undertake
on‘their'cwn ihitiative‘to call on fellow dealérs to
encburage them toyattend the convertion, The important
p01ht; hbwever,kiq~thst this period proves useful as
a time far cowmunic~tion with dealers and as an
apnortunity tc encoura«o communication about dealers.,

This?can befu ed t.0 gecure even *rfﬁtnr interecst

from deai‘rs’and more public in?ar st in their activities,

one amother



“;Q*farganisatian will have oppartunities

to partieipate

|  13 eompany ?TOETammes which have. hitherto been carried:k k.

fout with very small sectiona of the public. in. other
easas, thare will be opportuniti¢s for doalérs to
take pnblic rel%tinns actinng which are unicue and
”;thaagh of interest o the company concern areas
kwhieh hgva rﬁrely or never received cowpany attent*an."i
,Theqe araas Hav¢ onlv berun to be nxwlo”ed by d@aler B
Public relaticns activitias to d*te.; VWhat haq heﬂn— -
‘feuad huwever, qhawq ?oed nrami~c fsv publzc rpisrioas

1 Expefiaﬁce has been Fﬂihéd"for'examﬁle,' |
in the areas of public affairs, public service, social
service, conservation ar«< station hausevkaeping, In
addition to the details of these special dealer publiec
relatibns‘projects,'wh&t has bheen no t interestine
aboutthem’is the fhcility demonstrated by the dealer
orpanisation in quickly entering upon‘prcjects_of zreatt
natioﬁal'irteréét like disturbinﬁ hizhway code béoklets
and travel maps and giving corporate ald to education.

Highuay aafety activities carried out from service
ations ﬁhvefdirect beneficial marketine reqults which

éaré;nct ppar  tiin their broad corporate aspects.f.;,;'




‘, f igxp0u$ﬂ to tha eeupaay, than thraurh the means by

“ﬂﬁhieh they hava bcen

trﬁéiticnaily enadnctzd.

To get the nost effcctiveneaa fbr GGGIPFB -

;fran Prtjeeta sueh aa natian wide advertisin* campﬁsms;f“i

it ia hclpful ta kaep evary dealér infrrwed about them
~'during their testin? pvrioc. Eealers and diatrict
persann&l arn uaaally told thronrh the @«tablisheé :
channels ef ecamuniyptinn.‘ District manawers and key
ﬁistriet persennel a?e kept infermed periodically
"through letters which also stress tha inpartance af o
rand appreciation for their irterest 1n the projects. s
Usually the spreading of prozrammcs fram one area
to aﬁétber, ia'carafully planred by the company in
advancawudth éll deaiere ar¢ company personrel in
the other sactions kept abreast of planq and time
tahlea.~“

‘ r i3ﬁéﬁ“ad§anced involvement in projects also
helps train Diatrict prrqonvel in handlin~ the simple

dctails of dealerucompany relations ard public ‘
rclationa; sonethin» which they will be increasingly

;calléd upon té do, and in 6oing 1t, thex Wil bt
 i“cr“a51ﬂ’ the CGGPﬁﬂY s ‘own public relqtior" effectiveness

&ffﬂﬂnealer Earticigﬁ&ian

/ '*falsc provan uqeful to plan anﬂ let




| :;(doalern kneu about f“t“re “Podeefs which will qtrenxhtsn bl

‘ffth@ ﬁealﬁr'¢°ﬂﬁaanP,lstionq nnc pive tha dealer ,
kaxpanding appartunitias for conmunjty aﬁvancemﬁnt. The ol

theuzht in the dealer's mind that: 1his is a ‘continuing
‘pro?ramme, that it iq rot a cne ar twa-ahet affaﬁr
Vdesianed tn pep un his marale for tha mempnt' that

"the compavy conaiderq its relatinrqhin v!th hiw aq )
fuﬁﬁamentsl and perwarert' will hpln thﬂ prcwreqe of

,eny dealer and 1mprove the dealers' a* titude tnwards gt

"th@ eaaﬁany ig 811 respeets.

Ancther area xhwch shov s rr(at pPOPl’P for

'1nproved co"panx-cealvr 101¢tﬁonv lies ir the fnslﬂ

of help;np dealers becore ovrers of the coapany. The
recently»establiahcd'byso Stendard dalaye Ltd., is a
step towhfda this‘objective. “his sort nf‘undeftaking
is oﬁlyprevalent in Maleya; for in bcrnem'and Sinaaporé,
Fsgo oﬁnsk100$ of {ts assets., In Falaya 354 of its‘

VQh wres a”e sold to the public, Fsso staff and

desl»rs are pivenfprpferentiul trestment, At the

'time of issue, Esso qtaff members were atom tically

offered one hundred,sharvq each whereas dra]aru

7n51enyth of vervice, dewonstrataa sales

' 5“'actors, were offered frcm four

'Agggé;éa;t sa*bhquaaﬁéﬂéhéfﬁﬁjea¢h£> The comwary toa

S;ﬁagéé‘ Mﬁi'liberal offbr@ of wercharﬁiqp ta dealnrs '

| “dn iaua'sélés ar merchardi%in* c&mpaivnw. Th@re  *



Jseems no valid reason why ,hares sheula not be made

i java1lable to daalers wha hava siaplayed initiative,V'g

loyalty and who have ably reprvsented the comoany for :

years‘ Oanerahlpfof ccmpany stock should develop a
new sense of closemeﬂs anorg mealwr » ard prnvide a

nerau331ve basis for contlnuwd ervice. e f‘, R




