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Special Achievement

A series of awareness walks took place recently in different regions to 
promote efficient gas consumption.

Roohi Raees Khan was recently 
elected by SNGPL Board of Directors 
as the new Chairperson Board of 
Directors.

SNGPL Management continues taking 
part in television shows.
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 Henry Ford, the founder of one of today’s giant automobile company is 
known for revolutionizing the automobile industry by making cars affordable for 
all. As an innovator, he must have the roadmap for the revolution in his mind. He 
must have been very clear about the line of action, goals and strategies to 
overcome any possible challenges but it would have been impossible for him to 
translate his plan into a success story without the efforts of his team. There is no 
denial that both the team and teamwork are essential for success of any 
business plan. Hence, it is utmost important that the team is skilled as well as 
sufficiently motivated to execute a task.

 Today, Sui Northern Gas is facing some enormous as well as potential 
challenges on various fronts. The list of these challenges include entry of new 
players in gas sector, improvement in customer services and promoting culture 
of gas conservation in Pakistan. None of these is achievable without the input of 
entire workforce. Management of any company including ours is supposed to 
provide policy guidelines to the teammates who are then responsible for 
implementation of the same and delivery of the desired output to the 
Management. This applies equally on all organizations and for any kind of 
goals. Similarly none of the challenges outlined above can be overcome without 
engaging the team members. This needs to be understood both by people at 
the helm of affairs as well as those who are part of execution.

 Our consumers have reservations regarding service delivery from our 
end and they have been bringing this to our knowledge through different 
channels including Pakistan Citizen Portal and our own social media accounts. 
We as  a team may need to review the procedures we practice for redressal of 
grievances to ensure quick resolution. We should check where we failed in 
redressing their grievance because failure means a communication gap among 
the team members which must be bridged on immediate basis.

 On the other hand, we also have reservations with our consumers 
regarding careless consumption of natural gas and this has been going on for 
ages. To modify a cemented behaviour of our consumers, we need to come up 
strong as a team. Recently, our regions have started organizing awareness 
walks and our colleagues need to participate in huge numbers in order to give 
a strong message to our consumers. Be aware of the walk schedule in your 
respective region and let other colleagues know about it too. Motivate your 
coworkers to participate in these walks. The Company Management is 
appearing on television channels to strengthen the cause of gas conservation. 
We should realize that this is not a routine affair rather a matter of our interest as 
well as the national interest. 

 To sum up, failure of SNGPL anywhere does not only signify the 
designated individual’s failure in his or her job rather it is failure of an entire 
team. Hence we need to rise above petty interests or rivalries that may exist on 
any level among us to help Sui Northern Gas in achieving the goals that are 
inevitable in order to survive in the tough competition facing us in near future.

 "Coming together is a beginning. Keeping together is progress. 
Working together is success."
    - Henry Ford

MESSAGE FROM

M A N A G I N G  D I R E C T O R
 The Board of Directors of Sui Northern Gas recently elected Roohi 
Raees Khan as Chairperson, Sui Northern Gas Board of Directors. Ms. 
Roohi Raees Khan is the first female Chairperson of SNGPL Board of 
Directors. She also holds similar distinction as the Director on male 
dominated boards at PICIC and Lahore Stock Exchange and as Head of 
some of the financial institutions. Editorial Team of “The Pride” warmly 
welcomes the new Chairperson and hope that the Company will fully benefit 
from her rich and diverse experience in managing crucial businesses.

 Energy conservation has always been a significant issue in our 
country owing to the fact that the consumers pay little attention towards it. 
Sui Northern Gas has always been on the mission to promote efficient use of 
natural gas but with fast depleting energy resources and comparatively 
pricey imported alternates being injected in to the gas network, there was a 
dire need for an aggressive gas conservation campaign than ever before. 
The Company Management, realizing the intensity of the situation, directed 
to launch a comprehensive campaign covering not just print and electronic 
media but digital, outdoor and social media as well. The dedication of the 
Company Management can be gauged from the fact that the Senior 
Management including Managing Director Amer Tufail has been regularly 
appearing on talk shows of prominent television channels. His media talks 
are also shared via social media so that it reaches audiences of all genders, 
social classes and age groups. To further strengthen the cause of gas 
conservation, the Management directed regions to organize awareness 
walks in regions. Until now walks were organized in Rawalpindi, Lahore, 
Peshawar, Faisalabad, Multan, Sheikhupura, Bahawalpur and Sialkot. The 
walk in Rawalpindi was led by Roohi Raees Khan, Chairperson Board of 
Directors and Amer Tufail, Managing Director SNGPL while walks in regions 
were led by Regional Heads and attended by employees of Sui Northern as 
well as general public. The participants of these walks carried placards and 
banners displaying messages regarding efficient use of natural gas and use 
of gas saving devices like Geyser Timer Device and Gas Saver Cone. More 
walks are expected to be organized in the month of December.

 Sui Northern Gas strives to resolve consumer complaints on priority 
basis and the same was reflected in the recently released data by Pakistan 
Citizen Portal. Sui Northern Gas topped the list of companies by resolving 
more than 74,000 complaints. This shows our commitment to address public 
grievances. To further improve the complaint management system and to 
fully utilize the power of social media, the Company has also begun to 
receive complaints through social media. The initiative has been warmly 
received by the consumers especially those residing in far flung areas of 
Khyber Pakhtunkhwa who find it difficult to access other sources to record 
their grievances. This is just one example which shows that we, as a 
company go to any extent to facilitate our consumers.

 On the occasion of Eid Milad un Nabi, a mehfil e milaad was 
organized at the Head Office building to celebrate the birth of Holy Prophet 
Muhammad (Peace Be Upon Him). MD SNGPL Amer Tufail and Senior 
Management along with a large number of employees attended the Mehfil e 
Milad.

E D I T O R I A L  N O T E

(Syed Jawad Naseem)
Chief Editor
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SPECIAL

Media Affairs Department 
The Board of 
Directors of SNGPL 

unanimously elected Roohi Raees Khan as 
Chairperson, Sui Northern Gas Board of 
Directors in a meeting held on November 20, 
2019 at the Company Head Office. The office of 
Chairperson became vacant following the death 
of late Mr. Syed Dilawar Abbas on November 13, 
2019. Roohi Raees Khan is the first female 
Chairperson of SNGPL Board of Directors. She 
also holds similar distinction as the Director on 
male dominated boards at PICIC and Lahore 
Stock Exchange and as Head of some of the 
financial institutions.

 The newly elected Chairperson Board of 
Directors Ms. Roohi Raees Khan is an MBA from 
IBA, Karachi with Graduation in Economics and 
Mathematics from University of the Punjab. She 
has over 15 years of experience at senior 
management level, as well as Chief Executive 
and Chief Operating Officer and Director on 
Boards of various Financial Institutions. Ms. 
Khan has over 35 years of exposure in the 

ROOHI RAEES KHAN
ELECTED CHAIRPERSON,
SUI NORTHERN GAS BOARD OF DIRECTORS
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Media Affairs Department Natural gas is like a 
lifeline for Pakistan, 

be it the national economy or households, it is 
almost equally critical for all sectors. Keeping in 
view its significance, it has become essential to 
educate consumers about efficient ways to 
consume natural gas. Due to recent revision in 
gas tariff, consumers started attributing high bills 
to the revised tariff. The fact, however, remains 
that high gas bills are usually a result of casual 
patterns of gas consumption in Pakistan.

 It is very common for women in a normal 
Pakistani household to keep stove on while 
working in kitchen to avoid the hassle of turning 
it on and off again and again. This practice leads 
to increase in gas bills. Similarly people keep the 
geyser on warm throughout the day. A good 
practice is to keep geyser on pilot when not in 
use and to turn it to the desired position only half 
an hour prior to consumption. To help people 
understanding these basics of gas consumption, 
the Company Management decided to hold 
awareness walks throughout franchise area of 
the Company. As such walks were organized in 

various cities including Rawalpindi, Lahore, 
Peshawar, Faisalabad, Multan, Sheikhupura, 
Bahawalpur and Sialkot.

 The walk in Rawalpindi was led jointly by 
Roohi Raees Khan, Chairperson Board of 
Directors and Amer Tufail, Managing Director 
SNGPL. While talking to media, they stressed on 
consuming gas wisely to reduce gas bill. Lahore 
walk was led by MD SNGPL while walks in other 
regions were led by General Managers and 
Regional Managers of the respective regions 
and attended by employees as well as citizens 
in large numbers. The walk participants 
requested the consumers to use gas wisely. 
They also requested to install gas saving 
devices including Geyser Timer Device and Gas 
Saver Cone to reduce gas consumption while 
saving on the bill at the same time. All the walks 
were widely covered by local as well as the 
national media.

GAS CONSERVATION
AWARENESS WALKS HELD IN DIFFERENT CITIES
GAS CONSERVATION
AWARENESS WALKS HELD IN DIFFERENT CITIES

CAUSE
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financial sector by virtue of which she interacted 
with various industrial sectors. Ms. Khan has 
also served on Boards of Leasing, Housing and 
Banking. She has also served at Senior 
Management level in various organizations as 
Group Head, Chief Executive Officer and Chief 
operating Officer. She has also been acting 
President of Zarai Taraqiati Bank during 2011 
and 2012. Roohi Raees Khan possesses the 
blend of rich management experience as well as 
handling of Board matters.

“The newly elected 
Chairperson Board of 
Directors Ms. Roohi 
Raees Khan is an MBA 
from IBA, Karachi with 
Graduation in 
Economics and 
Mathematics from 
University of the 
Punjab. She has over 
15 years of experience 
at senior management 
level, as well as Chief 
Executive and Chief 
Operating Officer and 
Director on Boards of 
various Financial 
Institutions.”
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Media Affairs Department To utilize electronic 
media in the best 

possible way to raise awareness among the 
general public on gas conservation and related 
issues, the Federal Minister for Energy Umer 
Ayub Khan and Special Assistant to Prime 
Minister (Petroleum Division) Nadeem Babar 
during their recent visit to the SNGPL Head 
Office directed the Company Management to 
ensure active participation in full host of 
television programmes.

 The Managing Director SNGPL Amer 
Tufail on directions of the Ministry of Energy 
(Petroleum Division) has undertaken 
revolutionary steps to ensure broad based 
participation of the Company Management in 
television programs. This energy conservation 
campaign will continue throughout the winter 
seasons while the Company ensures that our 
consumer utilizes gas in most efficient and cost 
effective manner.

 The following activities were held at 
different television channels throughout the 
month of October and November which are 
being briefly elaborated below:

City 42 
 Managing Director Amer Tufail in 
interview to Senior Reporter Shahid Sipra, 
discussed in detail the consequences of using 
compressor during winters. He said that the 
Company will be taking strict action against the 

consumers found to be using compressors.

Samaa 
 MD SNGPL Amer Tufail appeared in 
morning show “Naya Din” of Samaa. He said that 
consumers should use natural gas in a cost 
effective way to avoid high gas bills. This 
includes using gas only when needed; avoid 
using heater; and to use gas saving gadgets 
with geyser.

Daily Ausaf
 Talking to Ausaf, MD SNGPL elaborated 
that while the Company is making all out efforts 
to ensure uninterrupted gas supply to the 
consumers, it also expects cooperation in terms 
of economical use of natural gas along with 
reporting of consumers using compressors.

Aap News
 While talking to Aap News, MD SNGPL 
Amer Tufail motivated the consumers to use 
Geyser Timer Device and Gas Saver Cone to 
save on their gas bills.

Daily Jang
 In an interview with Daily Jang, MD 
SNGPL Amer Tufail explained that the Company 
has devised strategy to ensure that the 
consumers get uninterrupted gas supply during 
the winter season. He also requested the 
consumers to ensure economical use of natural 
gas.

PUBLIC AWARENESS
SNGPL MANAGEMENT CONTINUES
PUBLIC AWARENESS
SNGPL MANAGEMENT CONTINUES

SPECIAL
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Muhammad Shamsul Arifin Masood

 The Chartered Institute of Personnel and 
Development (CIPD) is a professional 
association for Human Resource Management 
professionals. It is headquartered in Wimbledon, 
London, England. The organization was founded 
in 1913. It is the world's oldest association in its 
field and has over 150,000 members 
internationally working across private, public and 
voluntary sectors.

 CIPD Level 7 qualifications are the 
advanced level of the Human Resources and 
Learning & Development courses awarded by 
the Chartered Institute of Personnel and 
Development. They sit on the Qualifications and 
Credit Framework (QCF) at Level 7 and are 
therefore equivalent to Postgraduate Level.

 I have had the opportunity to attend a 
five-day course conducted by CIPD in 
Singapore as nominated by the Company 
Management. The course participants were 
briefed right at the beginning of the course that 
those 5 days were just the first phase of the 

training where it was being imparted face to 
face. In the second phase, all the participants 
would be required to work on their assignments 
due for submission within 3 months of the first 
phase. Books, course material and bibliography 
required to complete the course work were 
shared and very rigorous training continued for 
the next five days. The salient topics instructed 
upon included Employment Law and Employee 
Relations, Learning and Development, Coaching 
and Mentoring, Organization Development and 
Design, Leadership and Management, 
Behavioral Sciences, Business Skills and 
Personal Effectiveness etc. 

 Another hallmark of the training was that 
the assignments submitted were to be checked 
and graded externally before being evaluated by 
CIPD experts. I take immense pleasure and 
pride in sharing that, by the grace of Almighty 
Allah; I have been awarded “Level 7 Award in 
Human Resources” on successful completion of 
the course which is a world recognized 
qualification in HR. 
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Media Affairs Department Sui Northern Gas is 
always way ahead 

of other utility companies when it comes to 
resolution of complaints. Since the Company 
serves millions of consumers hence there is 
always some room for improvement. Pakistan 
Citizen Portal launched by Government of 
Pakistan in order to improve public service 
delivery helped SNGPL in overcoming the gaps 
in delivery of work. For the purpose, the 
Company Management devised a mechanism to 
ensure smooth flow of communication from 
portal to the relevant Department or Region and 
timely redressal as well. This greatly helped in 
efficiently responding to the complaints. 

 The efforts finally borne fruit when Sui 
Northern Gas topped the list of organizations 
with maximum number of resolved complaints 

registered with them. According to the details 
issued by Pakistan Citizen Portal, the Managing 
Director of Sui Northern Gas Pipelines Limited 
(SNGPL) has been placed at top with 74,294 
resolved complaints followed by the Chief 
Executive Officer MEPCO with 33,588, a 
difference of more than 100 percent.

 Other eight officials in descending order 
are Complaint Manager IESCO with 23,571, 
Chief Executive Officer PESCO with 22,389, 
Chief Executive Officer FESCO with 18,514, 
Chairman Pakistan Telecommunciation Authority 
(PTA) with 12,540, Chief Executive Officer 
GEPCO with 11,599, Chief Executive Officer 
HESCO with 10,945, Governor State Bank with 
10,369 and Chief Executive Officer SEPCO with 
9,182 complaints.
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Sajid Javed Customer Services play vital role 
in any organization’s image 

building and future progress. Billing Department 
being the face of the Company dealing with 
around 6.6 million consumers has to interact with 
the consumers on monthly basis through meter 
reading and billing/recovery processes.

 Accordingly, customer satisfaction has 
been put at high priority in Billing Department’s 
mission statement; hence all out efforts are 
exerted to ensure error free billing up to the 
entire satisfaction of the valued consumers.

 In case of any grievances, quick 
response is initiated to redress their genuine 
complaints. In order to achieve goal of timely 
resolution of complaints lodged through 1199 
helpline, dedicated Focal Persons have been 
nominated in all the Regions who are 
expeditiously working on resolution of 
complaints raised by the consumers. The data 
shared in the article clearly indicates the efforts 
and timely response of Billing Focal Persons in 
this regard.

 Zafar Mahmood, Chief Billing Officer and 
Muhammad Khalid Butt, Billing Officer at Head 
Office level are coordinating with Regional Focal 
Persons to ensure up to date resolution and to 
live up to the expectations of the valued 
consumers regarding remedial action against 
their grievances.

 Special age-wise reports are arranged 
at Head Office level which are monitored by 
General Manager (Billing) on daily basis and 
shared with Regional resources so that 
pendency may be minimized without failure in 
addressing the complaints lodged through 
Company’s helpline 1199.

 Billing Department appreciates the 
endeavours of Focal Persons at Head Office as 
well as Regional Offices regarding their 
extensive efforts towards achieving desired 
performance standard regarding resolution of 
consumers’ complaints and to achieve the 
Company objectives.
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REGISTERED THROUGH HELPLINE 1199
RESOLUTION OF COMPLAINTS
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CUSTOMER SERVICES

The writer is Deputy Chief Engineer, 
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Table 1: Billing 1199 Region Wise Complaints as on 29/06/2019

*Open complaints relates to newly registered grievances which are resolved accordingly.

REGION

Lahore - West
Sahiwal

Sargodha
Abbottabad
Islamabad

Bahawalpur
Sialkot

Gujranwala
Rawalpindi

Mardan
Faisalabad

Gujrat
Sheikhupura

Peshawar
Multan

Lahore - East

GRAND TOTAL(s)

RESOLVED

37,617
3,293
9,890
2,228
31,269
7,233
8,127
10,452
45,119
2,375
27,118
5,059
7,030
9,025
17,767
54,161

277,763

TOTAL
COMPLAINTS

37,622
3,293
9,894
2,229
31,283
7,234
8,127
10,456
45,148
2,376
27,121
5,060
7,034
9,028
17,773
54,178

277,856

OPEN

5
0
4
1
14
1
0
4
29
1
3
1
4
3
6
17

93
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Khalid Bashir Delays to the projects can be 
managed by applying methods 

which can be implemented from the project 
commencement itself like planning and 
analyzing the requirements in detail which will 
allow the allocation of resources.

 This management of delays is possible 
only by re-sequencing of the works wherever 
possible and without increasing the resources 
and manpower. The mitigation of delays can be 
possible by also applying the knowledge gained 
through previous projects experience and these 
can be implemented where ever their application 
can be suited for any specific requirement in the 
process of project learning. Such knowledge 
management will help in mitigating delays and 
the awareness of such knowledge through 
lessons learnt feedback can in fact be helpful in 
preventing the delays itself.

 The prevention of delays is also possible 
when all the project stakeholders work as a team 
to ensure the success of the project. It is also 
important for the client to employ a proactive 
consultant, freeze the design and details before 
the commencement of the project and employ 
good reputed contractors for the project. There 
are number of factors which contribute towards 
project delay but only few are discussed here to 
give a general idea about the project delays and 
their management.

Planning and Analyzing the requirement in 
detail:

 The industry has to implement new 
methods of working to be competitive to meet 
the demands of the clients. Working in 
collaboration is essential for the design and 
construction teams during the complete lifecycle 
of the project. 

 The planning and analyzing the details 
can be done by interactive planning which 
includes an integrated program that defines key 
milestones, constraints and identifies the major 
issues that may affect the project. Further, a 
detailed project execution schedule needs to be 
developed in coordination with the project team 
that includes inputs from the team members. 
This will enable to get a commitment from the 
project team and everybody will have the 
knowledge of the requirements. Special attention 
has to be given to the coordination of inter 
discipline works and their sequence. The 

responsibilities have to be identified for the 
project. The interactive planning is not a onetime 
occurrence, there has to a constant interaction 
between all parties at the various stages of the 
project.

Resource Management:
 The key to successful completion of any 
project is the optimum utilization of the resources 
and by achieving the productivities as planned 
in the schedule. Also, the deployment of the 
required resources at the appropriate time is 
absolutely essential in the success of any 
project. This mapping of resources for a project 
is the key to any project’s success. 

 Resource allocation involves the 
planning of how much resources are required 
and all the resources required for the project. 
Due to the economy going down these days 
there is a tough competition especially with 
regard to financial resources. It has led to 
increase in the operating cost of doing business. 
As there is a limited budget for projects, 
resource allocation is important to ensure that 
there is no waste or misuse of any material. 
Being the important and difficult part of project 
management, it gives the benefit of completing 
the half project as soon as allocate it. It is not 
possible for every project manager to work in 
every situation and perform well in huge 
budgets. Therefore, we need to make the list of 
all the resources needed for the project and pick 
which is most important.

Communication:
 Effective and efficient communication 
can change the fate of a project even if there are 
substantial risks in the beginning. A project 
manager can mitigate the risk by ensuring that 
all the stakeholders are very well aware of 
situation in advance and the ideas are flowing 
freely from the team. Sometimes the solutions to 
a problem can be very simple and can come 
from the youngest team members. 

 There are various communication 
methods like, phone call, emails, meetings, 
messenger chats or even informal discussions in 
cafeteria. All these mediums help the project 
manager to capture vital information for the 
project. Before getting into a formal meeting with 
team members, a good project manager always 
ensures that the agenda and outcome is well 
defined and shared with team members. This will 
ensure the meeting is short and efficient for all 
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the attendees. Therefore, for any project meeting 
one should ensure three items are available for 
all the attendees.

 The communication plan should be 
developed / available before the start of project. 
This plan should be well 
communicated/discussed with all the 
stakeholders with details on expectation from 
each team member. There is no one-size-fits-all 
communication plan for all the projects. It 
depends on team size, project duration, 
regional/cultural differences. Project managers 
should develop the communication plan that 
suits best for their projects. The main 
components of a good communication plan 
include, schedule/frequency of meetings/status 
reports, communication medium, information 
sources, stakeholders. The project manager 
spends most the time in communication 
therefore its extremely important to lay focus this 
crucial component of project management.

Risk Management:
 For every project whether it is a mega 
project or a small sized project the identification 
of all the risks for that project is essential in initial 
stages. This will help in developing action plans 
to meet those risks and to make all the 
stakeholders aware of their effects if not 
attended to at the initial stages itself.

 Risks and uncertainty are intrinsic for all 
projects. The success of any project is 
determined by the fact as to how the risks 
associated with the project are managed 
throughout the entire lifecycle of the project. The 
application of risk management provides team 
members with the ability to develop a formal 
process of systematically identifying, analyzing, 
and formulating an effective risk management 
strategy.

 The risk management system will help in 
getting the much-required information related to 
the risks and deriving a strategy to manage the 
risks and thereby the potential losses to the 
project. The key to effective risk management 
and mitigation of risks is the aptitude to analyze 
the probable risk events and rank them to 
evaluate their potential impact.

 The management of the projects 
includes risk management as its vital element as 
all projects face various types of risks. The 
identification and analysis of the risks is the key 
element of risk management. Risk Identification 
is discovering, defining, describing, 
documenting and communicating Risks before 

they become problems and adversely affect a 
project. 

Scope Change:
 Delay and cost overrun in project could 
be as a result of scope change. Scope is the 
term that defines the entire deliverables that is 
expected at the end of a project. Therefore, 
logically, it can be said that all project plans, 
estimation, schedule, quality and base lines are 
usually designed base in the initial project 
scope. Thus, any change in the project scope 
during execution will mean that the entire initial 
project plan will have to be reviewed such that a 
reviewed budget, schedule and quality will have 
to be developed. This means more time and 
resources will be needed as against the initial 
baseline. With each scope change, precious 
project resources are diverted to activities that 
were not identified in the original project scope, 
leading to pressure on the project schedule and 
budget.

 Project scope change could be as a 
result of wrong initial scope definition, inherent 
risk and uncertainties, sudden change of 
interest, project funding change, etc. This could 
lead to change request which in turn could lead 
to change in project deliverables, budget and/or 
even the entire project team. Poor scope change 
management could lead to dispute that may 
require spending time and money on arbitration 
and litigation for what the contractor or the client 
believes he is entitle to. This will no doubt lead to 
delay and cost overrun of the project. To achieve 
a proper control for scope change, it is important 
to first identify the fact that change is inevitable 
in project and could equally be beneficial to the 
entire project success. Thus, the most important 
thing to do is to integrate a proper change 
management plan such that a proactive 
approach could be adopted involving the project 
stakeholders and incorporating their needs 
throughout the project lifecycle. During the 
planning phase of the project, it is important to 
identify the key success factor in conjunction 
with the client and establish KPI in the form of 
milestone that will measure the success for 
attaining the project scope. Similarly, to avoid 
disputes, it is important to always seek approval 
for changes from sponsor and communicate 
changes in a timely way. For highly evolving 
change in project, the scope could be frozen so 
as to concentrate on the expected deliverable.

To be continued in next issue....
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will continuously advocate, promote and value 
Kaizen improvements. Employees from every tier 
of organization are encouraged to improve 
processes which they easily can.

- Kaizen Events (Pre-defined Improvements)
 This is the type of Kaizen which is 
particularly aimed at improving a specific 
process or solving a particular problem through 
Kaizen methodology. Such type of Kaizen is 
different from Kaizen Teian as this requires 
thoughtful planning by leaders to actually 
achieve their pre-defined target i.e. a specific 
process improvement or problem solving.

- Kaikaku (Radical Improvements)
 Kaizen philosophy is not just restricted 
to small changes but also encourages radical 
changes in the organization. Kaikaku may 
require an organization to switch to a completely 
new business process for achieving its goals 
instead of improving it. The idea is that 
sometimes small changes are not enough to 
sustain an organization’s profitability and 
competitive advantage. Hence, radical 
transformations are not only necessary but 
inevitable. This is the type of Kaizen which is 
usually known in management as “Business 
process reengineering”.

- Kakushin (Game Changing Improvements)
 Kakushin goes a step further even than 
Kaikaku. Kakushin can best be described as 
breakthrough improvements. Unlike Kaikaku 
which is focused on making changes in how 
‘things are done’, Kakushin usually focuses on 
changing ‘what is done’. The scope of Kakushin 
is so extensive that it can alter the business 
models of organizations in response to changing 
economic, technological, legal and political 
circumstances.

 Of course certain organizations within 
specific industries or departments within an 
organization would probably need to focus on 
certain types of Kaizen more than the other 
according to their ground realities. Nevertheless, 
all these types are certainly implementable in 
one way or another in varying degrees of 
magnitude in every department and any/all kinds 
of organizations operating in industry 
whatsoever. As a case in point, Sui Northern Gas 
Training Institute’s (SNGTI) core objectives 
decree it to focus on “Kaizen Teian” more than 
other kaizen types and inspire the different 
participants of trainings to be inspired for 
“Kaizen Events” or “Kaikaku”

 Being a former colony of the British 

Crown, our colonial past shaped collective 
thinking of our society. This hampered in 
knowing, understanding and adopting ideas, 
concepts and philosophies that didn’t originate 
in the west. Same is true for Kaizen. While 
Innovation is quite well known and has become 
a byword for improvement in Pakistani business, 
intellectual, economic and government circles; 
little to nothing is known about Kaizen beyond its 
simple understanding. I had the opportunity to 
read Masaaki Imai’s book as an undergraduate 
student for a book review assignment and 
realized then as to how much needs to be done 
to make corporate world realize the importance 
of Kaizen Philosophy. The callous focus in 
Pakistan on Kaizen Philosophy is dismal and 
depressing. Unfortunately, this is the case for 
many public sector organizations in Pakistan as 
well. The need of the hour is to develop an 
organizational culture that promotes Kaizen 
Philosophy in all its aspects. A leadership 
structure is needed which must be committed to 
improving the profitability of the organization 
through this powerful Philosophy. 

 The scope of Kaizen goes way beyond 
the business world. In fact, it means continuing 
improvement in all spheres of one’s life, be it 
personal life, social life or professional life on a 
consistent non-stop basis. It is not just a concept 
or a philosophy but a set of behaviours which 
seek to become better and better with every 
passing moment. As Masaaki Imai puts it:

 “Kaizen is not simply a continual 
improvement but it is everyday improvement, 
everybody improvement and everywhere 
improvement.”

SHIFTING GROWTH PARADIGM:
KAIZEN PHILOSOPHY
SHIFTING GROWTH PARADIGM:
KAIZEN PHILOSOPHY
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Muhammad Usman Salim At the end of 
Second World War, 

Japan found itself utterly devastated and in 
shambles. Being the victim of two atomic 
bombs, the Japanese were in ruins and 
desolation. Japan had nearly three million wars 
dead and the loss of a quarter of the national 
wealth. Almost its entire economic infrastructure 
was badly damaged and almost 40 percent of its 
industries were reduced to rubble. After such 
desperate and depressing times Japan, 
however within a few decades made huge 
strides of economic success and shocked many 
experts around the world with its high economic 
growth; a phenomenon known as the Japanese 
Economic Miracle. This phenomenon lasted until 
early 90’s and made Japan the second biggest 
economy in the world until the end of cold war.

 Many Non-Japanese experts studied 
and successfully tried to explain the Japanese 
Economic Miracle. Several factors were pointed 
out to explain this indescribable phenomenon. 
Most western experts identified High savings 
rates, increased productivity, cheap and skilled 
labour force, Research & Development as 
factors that led to this incredible economic 
growth. However, one of the key factors in this 
amazing success story was the Kaizen 
Philosophy.

 The term Kaizen is a combination of two 
Japanese words “kai”, meaning “change,” and 
“zen,” meaning “for the better.”  Kaizen is 
commonly understood as “continuous 
improvement in small steps”. Over 30 years ago, 
Masaaki Imai, one of the founders of the Kaizen 
Philosophy, penned down arguably one of the 
most important books on the subject. The book 
‘Kaizen: The Key to Japan’s Competitive 
Success’ introduced the once little known 
concept of Japanese corporate world to 
outsiders. The book’s instant success and 
translation into major languages introduced the 
concept into the western world and it became a 
buzz word in western management and 
business circles. The word became synonymous 
with increased productivity, improved quality 
and sustained profitability. These days Kaizen is 
recognized worldwide as an important variable 
in an organization’s long-term competitive 
strategy. Experts agree that the companies 

which have adopted Kaizen as a systematic 
approach for business improvement consistently 
yielded superior results.

 Kaizen is grounded on the belief that 
Perfection is not a destination rather a journey. 
This belief thus translates into the premise that 
everything “can” be improved; if it ‘can’ be 
improved then it “ought” to be improved and if it 
‘ought’ to be improved then it “should” be 
improved. In other words Kaizen Philosophy is 
never satisfied with the status quo and always 
seeks ways to improve it. These continuous 
efforts for improvement usually lead to tiny, often 
negligible and sometimes imperceptible 
changes over time. However, over a longer 
period of time these tiny, negligible and 
imperceptible changes add up to considerable 
improvements. All this is achieved without 
having to go through major innovations that are 
usually associated with great conflicts and 
opposition. Kaizen therefore leads to a much 
softer positive transformation of an organization. 
It is also much more HR friendly as compared to 
innovation due to the fact that it gives HR time to 
adjust with the changing environment and 
business climate and thus helps in anchoring 
and institutionalizing the required changes in the 
organization. Thus, when compared with 
innovation, Kaizen is more concerned with 
people and is easier to implement; however it 
does require more long term discipline, focus 
and collective group/team/organizational efforts. 

 Applied in its holistic and most widest 
Japanese sense, Kaizen not only includes under 
its ambit small changes but also radical game 
changing transformations which are usually 
associated with innovation. There are four types 
of Kaizen Methodologies.
- Kaizen Teian
- Kaizen Events
- Kaikaku
- Kakushin

- Kaizen Teian (Bottom Up Improvement)
 This is the type of Kaizen which usually 
comes to mind when one thinks of Kaizen as 
improving things in small steps by individual 
employees. This is usually focused on improving 
business processes. This is also the starting 
point for creating an organizational culture that 
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• Tree Planting Exercises
 Though being a proactive measure 
which will bear real fruit somewhere in the future, 
we should participate actively in tree plantation 
on domestic and community level, so that the 
upcoming generation is left with pollution free 
environment. Trees function as natural air 
purifiers cleaning the polluted air. If the greenery 
is eliminated at current pace, with no planning 
for re-plantation, every inhabitant in a couple of 
years will have to invest in artificial air purifiers 
for their homes. Children should actively be 
engaged in tree plantation exercises, instilling in 
young minds the importance of greenery.

• Disposing waste wisely
 As burning of garbage contributes in 
accumulation of smog, we should try our level 
best to avoid disposing the waste by setting it on 
fire. Instead, the household waste should always 
be dumped in designated spaces and trash bins 
positioned by the city municipality. Industrialists 
should emphasize on using environmental 
friendly measures for getting rid of the factory 
waste. 

• Guarding yourself and others
 To avoid worsening of breathing 
disorders, we should wear a safety mask 
covering the nose and mouth when going out. 
Infants and elderly should remain indoors during 
this span. People with asthma or other 
cardiovascular and lung disorders should be 
taken special care of. Windows and doors 
should be shut, especially at those hours of the 
day in which smog penetration is at maximum. If 
necessary, air purifiers should be used in 
homes, schools and offices. 

 The problem is enormous, widespread 
and hazardous, but if the resolution measures 
are devised wisely on individual and government 
level, this monster can be defeated and our 
future generations be safeguarded from this 
menace.

Tabinda Zia For the last three years, last 
quarter of the calendar year in 

Lahore proves to be threatening for the people 
suffering from chronic lung disease. This year, 
sphere of the affected enhanced, surrounding 
the infants, children, elderly and even physically 
healthy younger lot. Everyone is seen coughing, 
sneezing, wheezing, wiping the burning eyes, 
struggling with breathing and even gasping for 
air. Hospitals and health care centers are 
packed with patients, a vast majority of whom 
need breathing assistance. The situation, when 
analyzed on various national and international 
forums, revealed some terrifying facts. Lahore, 
once termed as “The city of Gardens’ was 
ranked second most polluted city according to 
latest ranking of World Air Quality Index (AQI). 

 The matter is not just an annual 
happening which will subdue on its own but it is 
an issue of absolute urgency and importance. 
According to a study, lungs of every person, 
breathing in the polluted air of the city, are 
exposed to hazardous impacts equating to an 
average smoking of 22 cigarettes per day.  

According to environmental experts, this 
situation, if left untreated may result in rapid 
increase in premature deaths due to respiratory 
and cardiovascular disorders. 

 The city is seen covered under thick 
blanket of toxic smog which is so dense that it 
hinders visibility. Seldom is the sight of clear sky 
and radiating sun during this span of the year. 
Let us take a look at the contributing factors 
which gave rise to toxic monstrous smog 
engulfing the city of Lahore. 

• Burning of Crop Residue and Garbage
 Suburban area of Lahore is covered with 
lush green fields flourishing with rice, sugarcane 
and maize. It is a common practice to leave crop 
residue in the fields and dispose it off by igniting 
fire on it.  This results in release of various air 
pollutants, which upon reaction with sunlight and 
air give rise to the dense toxic cloud termed as 
smog. Burning of rice stubble and garbage is a 
vast contributor of smog.

• Vehicle and Industrial pollutants
 According to a research at Sustainable 
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Development Policy Institute, sources for this 
smog include vehicular pollution with very poor 
fuel quality being used along with lack of 
pollution control technologies in our vehicles. 
Furthermore, factories situated near Lahore are 
making the issue worse by disposing the 
industrial waste through burning.  

• Pollution from Brick Kilns 
 Though being the source of bread 
earning for many residing in rural areas, the 
functioning of brick kilns, as they fail to use 
fuel-efficient technology, cause air pollution 
which ultimately lead to accumulation of these 
poison filled clouds termed as smog.

• Unplanned chopping of trees and greenery
 Being second largest city offering a 
handful of career and educational opportunities, 
Lahore houses a huge number of immigrants, 
and the numbers are increasing with each 
passing day. To accommodate the expanding 
population, new housing schemes and 
commercial areas are developing rapidly. It has 
resulted in large scale cutting of trees and 
destruction of greenery, which has an alarming 
affect on air pollution index of the city. 

 Air borne pollution is a crucial matter 
requiring attention at wider national and 
international levels, and the preventive measures 
need to be devised at every level to combat it, 
but, as every drop of water in a river counts, we 
as citizens can play our part for its resolution up 
to some extent. Here are some ways on how our 
personal efforts may be helpful in this regard, 
furthermore, the measures to protect ourselves 
and those around us from the hazardous impact 
of smog. 

• Keeping an eye on our Vehicles
 Lahore houses a population of over 11 
million, with every household possessing a 
personal vehicle on average.  This makes the 
total number of private vehicles, including motor 
bikes above a million. The fuel consumed by 
these automobiles is often not high quality, 
resulting in exhaust of hazardous waste on 
combustion. Being a responsible citizen, we 
should always emphasize on purchasing quality 
fuels for our vehicles in order to combat the air 
pollution, and also to keep the engines efficient 
for longer period of time. The exhaust system of 
the automobile should also be well maintained 
and the engines tuned up regularly. Moreover 
we should try to walk, use bicycle or public 
transport for commuting, when and where 
possible. 



20 21

• Tree Planting Exercises
 Though being a proactive measure 
which will bear real fruit somewhere in the future, 
we should participate actively in tree plantation 
on domestic and community level, so that the 
upcoming generation is left with pollution free 
environment. Trees function as natural air 
purifiers cleaning the polluted air. If the greenery 
is eliminated at current pace, with no planning 
for re-plantation, every inhabitant in a couple of 
years will have to invest in artificial air purifiers 
for their homes. Children should actively be 
engaged in tree plantation exercises, instilling in 
young minds the importance of greenery.

• Disposing waste wisely
 As burning of garbage contributes in 
accumulation of smog, we should try our level 
best to avoid disposing the waste by setting it on 
fire. Instead, the household waste should always 
be dumped in designated spaces and trash bins 
positioned by the city municipality. Industrialists 
should emphasize on using environmental 
friendly measures for getting rid of the factory 
waste. 

• Guarding yourself and others
 To avoid worsening of breathing 
disorders, we should wear a safety mask 
covering the nose and mouth when going out. 
Infants and elderly should remain indoors during 
this span. People with asthma or other 
cardiovascular and lung disorders should be 
taken special care of. Windows and doors 
should be shut, especially at those hours of the 
day in which smog penetration is at maximum. If 
necessary, air purifiers should be used in 
homes, schools and offices. 

 The problem is enormous, widespread 
and hazardous, but if the resolution measures 
are devised wisely on individual and government 
level, this monster can be defeated and our 
future generations be safeguarded from this 
menace.

Tabinda Zia For the last three years, last 
quarter of the calendar year in 

Lahore proves to be threatening for the people 
suffering from chronic lung disease. This year, 
sphere of the affected enhanced, surrounding 
the infants, children, elderly and even physically 
healthy younger lot. Everyone is seen coughing, 
sneezing, wheezing, wiping the burning eyes, 
struggling with breathing and even gasping for 
air. Hospitals and health care centers are 
packed with patients, a vast majority of whom 
need breathing assistance. The situation, when 
analyzed on various national and international 
forums, revealed some terrifying facts. Lahore, 
once termed as “The city of Gardens’ was 
ranked second most polluted city according to 
latest ranking of World Air Quality Index (AQI). 

 The matter is not just an annual 
happening which will subdue on its own but it is 
an issue of absolute urgency and importance. 
According to a study, lungs of every person, 
breathing in the polluted air of the city, are 
exposed to hazardous impacts equating to an 
average smoking of 22 cigarettes per day.  

According to environmental experts, this 
situation, if left untreated may result in rapid 
increase in premature deaths due to respiratory 
and cardiovascular disorders. 

 The city is seen covered under thick 
blanket of toxic smog which is so dense that it 
hinders visibility. Seldom is the sight of clear sky 
and radiating sun during this span of the year. 
Let us take a look at the contributing factors 
which gave rise to toxic monstrous smog 
engulfing the city of Lahore. 

• Burning of Crop Residue and Garbage
 Suburban area of Lahore is covered with 
lush green fields flourishing with rice, sugarcane 
and maize. It is a common practice to leave crop 
residue in the fields and dispose it off by igniting 
fire on it.  This results in release of various air 
pollutants, which upon reaction with sunlight and 
air give rise to the dense toxic cloud termed as 
smog. Burning of rice stubble and garbage is a 
vast contributor of smog.

• Vehicle and Industrial pollutants
 According to a research at Sustainable 

THE FIFTH SEASONTHE FIFTH SEASON

ENVIRONMENT

The writer is Accountant 
(Finance) at Head Office.

Development Policy Institute, sources for this 
smog include vehicular pollution with very poor 
fuel quality being used along with lack of 
pollution control technologies in our vehicles. 
Furthermore, factories situated near Lahore are 
making the issue worse by disposing the 
industrial waste through burning.  

• Pollution from Brick Kilns 
 Though being the source of bread 
earning for many residing in rural areas, the 
functioning of brick kilns, as they fail to use 
fuel-efficient technology, cause air pollution 
which ultimately lead to accumulation of these 
poison filled clouds termed as smog.

• Unplanned chopping of trees and greenery
 Being second largest city offering a 
handful of career and educational opportunities, 
Lahore houses a huge number of immigrants, 
and the numbers are increasing with each 
passing day. To accommodate the expanding 
population, new housing schemes and 
commercial areas are developing rapidly. It has 
resulted in large scale cutting of trees and 
destruction of greenery, which has an alarming 
affect on air pollution index of the city. 

 Air borne pollution is a crucial matter 
requiring attention at wider national and 
international levels, and the preventive measures 
need to be devised at every level to combat it, 
but, as every drop of water in a river counts, we 
as citizens can play our part for its resolution up 
to some extent. Here are some ways on how our 
personal efforts may be helpful in this regard, 
furthermore, the measures to protect ourselves 
and those around us from the hazardous impact 
of smog. 

• Keeping an eye on our Vehicles
 Lahore houses a population of over 11 
million, with every household possessing a 
personal vehicle on average.  This makes the 
total number of private vehicles, including motor 
bikes above a million. The fuel consumed by 
these automobiles is often not high quality, 
resulting in exhaust of hazardous waste on 
combustion. Being a responsible citizen, we 
should always emphasize on purchasing quality 
fuels for our vehicles in order to combat the air 
pollution, and also to keep the engines efficient 
for longer period of time. The exhaust system of 
the automobile should also be well maintained 
and the engines tuned up regularly. Moreover 
we should try to walk, use bicycle or public 
transport for commuting, when and where 
possible. 



22

SNGPL and the Editorial Team of “The Pride” are thankful to the following employees for the services 
they rendered. We wish all the best for their future.

Syed Dilawar Abbas, Chairman, SNGPL Board of Directors, passed away on 13 November 2019.

Elder brother of Iftikhar Ahmad, Chief Engineer (In-Charge), Sub-Regional Office (Johar Town), Lahore East (D), passed away on 
14 November 2019.

Mother of Tahir Bashir Qureshi, ex-Chief Audit Officer, Head Office, passed away on 12 November 2019.

Father of Shakeel Ahmed, Deputy Chief Engineer (Distribution), Islamabad, passed away on 21 November 2019.

Mother of Atif Muzaffar Mir, Senior Officer (IT/MIS), Head Office, passed away on 03 November 2019.

Muhammad Abbas Ali
Sr. Supervisor Driver
Billing Department

Head Office

Muhammad Khalid
Superintendent Data Control

IT/MIS Department
Head Office

Muhammad Naeem
Sr. Supervisor Operator Water Pump

Distribution Section
Abbottabad (D)

Allah has blessed Muhammad 
Adil Hafeez, Supervisor, HR 

Department, Head Office, with 
a baby boy who is named 

Abdul Raheem.

Allah has blessed Hamza 
Qayyum, Supervisor, HR 

Department, Head Office, with 
a baby Girl who is named 

Haram Bint-e-Hamza.

Allah has blessed Muhammad 
Adil Hafeez with Niece

Fajjar Younas.

Allah has blessed Arslan 
Tayyab, Assistant, HR 

Department, Head Office, with 
a baby Girl who is named 

Anaya Arslan.



22

SNGPL and the Editorial Team of “The Pride” are thankful to the following employees for the services 
they rendered. We wish all the best for their future.

Syed Dilawar Abbas, Chairman, SNGPL Board of Directors, passed away on 13 November 2019.

Elder brother of Iftikhar Ahmad, Chief Engineer (In-Charge), Sub-Regional Office (Johar Town), Lahore East (D), passed away on 
14 November 2019.

Mother of Tahir Bashir Qureshi, ex-Chief Audit Officer, Head Office, passed away on 12 November 2019.

Father of Shakeel Ahmed, Deputy Chief Engineer (Distribution), Islamabad, passed away on 21 November 2019.

Mother of Atif Muzaffar Mir, Senior Officer (IT/MIS), Head Office, passed away on 03 November 2019.

Muhammad Abbas Ali
Sr. Supervisor Driver
Billing Department

Head Office

Muhammad Khalid
Superintendent Data Control

IT/MIS Department
Head Office

Muhammad Naeem
Sr. Supervisor Operator Water Pump

Distribution Section
Abbottabad (D)

Allah has blessed Muhammad 
Adil Hafeez, Supervisor, HR 

Department, Head Office, with 
a baby boy who is named 

Abdul Raheem.

Allah has blessed Hamza 
Qayyum, Supervisor, HR 

Department, Head Office, with 
a baby Girl who is named 

Haram Bint-e-Hamza.

Allah has blessed Muhammad 
Adil Hafeez with Niece

Fajjar Younas.

Allah has blessed Arslan 
Tayyab, Assistant, HR 

Department, Head Office, with 
a baby Girl who is named 

Anaya Arslan.



13 12



13 12



11 10



11 10



09 08



09 08



07 06



07 06



05 04



05 04



06

04

05

06

08

12

12 08



06

04

05

06

08

12

12 08






