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Blue Dart
puts customer
satisfaction
first with
ISO 9001
certification.

CASE  STUDY

As South Asia’s premier courier 
and integrated air express package 
distribution company, Blue Dart
 was eager to see what benefits 
ISO 9001:2015 could deliver as the 
organisation had  over 20 years’ 
experience of working with ISO 
management system standards. 
“For Blue Dart, excellence means to 
keep improving your operations for 
the customer. As a result of this 
belief, we have been working with 
Lloyd’s Register (LR) to deliver 
consistently on quality year after 
year,” explained Aneel Gambhir, CFO.

Knowing 
the customer
Blue Dart’s approach to quality is 
based on the perspective of knowing 
the customer and how to meet and 
exceed their expectations. It starts at 
the top, with the CEO having a strong 
belief in the customer, their 
requirements, high quality service 
delivery and customer satisfaction. 
This together with Blue Dart’s 
collaborative and supportive culture 
have led the front line teams and 
back end functions to understand 
clearly the impact they have on 
customer satisfaction.

The shift from the traditional audit
to a risk-based audit, which
ISO 9001:2015 introduced, led to 
the internal audit team working 
with the operations teams to look at 
the risks embedded in each process 
and what controls needed to be 
implemented. This approach 
ensures consistency across the 
multiple touchpoints in Blue Dart’s 
processes that could impact 
customer satisfaction.



At the start of the process, Blue Dart 
carried out customer satisfaction 
surveys to discover exactly what was 
expected. From the survey results, 
the team worked backwards to find 
what processes impacted customer 
satisfaction and then focused on 
optimising and standardising the 
processes. Certification has helped 
to drive consistency across Blue Dart’s 
500 plus offices and service centres 
across India.

Paradigm shift
One of the biggest changes that Blue 
Dart experienced was in relation to 
risk-based thinking, added Aneel: 
“Prior to the 2015 version of ISO 9001, 
all thoughts were related to process 
compliance. The transition brought in 
the element of risk, which was not yet 
embedded. This led to a paradigm 
shift because once the culture in 
the organisation changed from 
compliance, to thinking about what 
could go wrong in your process, then 
you could ensure the consistency of 
processes in delivering quality.”

This culture shift was not without its 
challenges given the large number of 
front line staff. Top management was 
fully bought in and supported the 
team to roll out the changes. Aneel 
explains the impact of the changes: 
“Every process owner is a quality 
champion. It’s not the job of one 
person individually to deliver quality, 
it is the organisation and the people 
working for that organisation that 
deliver quality. The real impact of the 
change is seen in the front line, where 
they deliver or pick up shipments 
from the customer. If we fast forward 
to today, the front line staff can tell 
you the risks – and that wasn’t there 
before we brought in ISO 9001:2015.”

A strategic tool
Blue Dart’s commitment to quality
is clear at every level of the 
organisation. No board meeting or 
senior management meeting is 
complete without discussing service 
quality. Top management saw the 
opportunity that ISO 9001:2015 
certification presented as a strategic 
tool to drive consistent quality and 
service excellence across multiple 
locations and to demonstrate this 
commitment to customers. It also 
serves as a good platform for new 
starters to understand the business 
as part of their onboarding process 
and helps different departments to 
understand what other functions do.

Preparing for 
assessment
When the new standard was 
published, LR conducted a briefing 
session to outline the changes in
the requirements in ISO 9001. 
Aneel shared how they got people 
involved:  “We called the team from 
all over India together, both from 
ISO 9001 certification and from 
internal audit and LR delivered a 
three-day training session. Following 
this, we then asked LR to deliver a 
similar course to the functional heads 
of Blue Dart, so that they could in turn 
train their teams about the changes to 
our processes. This is important, as it 
is those people, standing at the 
counter, talking to our customers, 
that ultimately need to use the 
processes on a day to day basis.” 

This training led to the development 
of a transition plan, which was 
implemented across the organisation. 
Less than a year later, Blue Dart 
achieved ISO 9001:2015 certification.
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The real impact of 
the change is seen in 
the front line, where 
they deliver or pick 
up shipments from 
the customer. If we 
fast forward to 
today, the front line 
staff can tell you 
the risks – and that 
wasn’t there before 
we brought in 
ISO 9001:2015

Aneel Gambhir
CFO, Blue Dart
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An outside 
perspective
Blue Dart sees value in third-party 
certification, explained Aneel: “I think 
the relationship with LR assessors has 
been very good and is growing. Over 
time, people from Blue Dart treat LR 
assessors like Blue Darters. They 
understand our business, especially 
Shirish Bapat, Assessor Manager at 
LR, who knows the ins and outs of our 
business. He has a very practical 
approach and has also won the 
confidence of senior management, 
who appreciate the kind of inputs he 
provides when he comes for 
presentation.

“LR helps us to review our processes 
and risks from an external point of 
view. Getting independent feedback, 
both positive and negative, is 
reassuring. LR brings an outside 
perspective of what is happening in 
other industries and what other 
benchmarks are set.  While we know 
internally what we are doing, the 
outside perspective, other industries’ 
perspective helps us do things better.”

About Blue Dart
Blue Dart Express Ltd., South Asia’s 
premier express air and integrated 
transportation & distribution 
company, offers secure and reliable 
delivery of consignments to over 
35,000 locations in India. As part of 
the DPDHL Group’s division, Blue Dart 
accesses the largest and most 
comprehensive express and logistics 
network worldwide, covering over 220 
countries and territories and offers an 
entire spectrum of distribution 
services including air express, freight 
forwarding, supply chain solutions 
and customs clearance.

The Blue Dart team drives market 
leadership through its motivated 
people force, dedicated air and 
ground capacity, cutting-edge 
technology, wide range of innovative, 
vertical specific products and 
value-added services to deliver 
unmatched standards of service 
quality to its customers. Blue Dart’s 
market leadership is further validated 
by numerous awards and 
recognitions from customers for 
exhibiting reliability, superior brand 
experience and sustainability which 
include recognition as one of ‘India’s 
Best Companies to Work For’ by 
The Great Place to Work® Institute.
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