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Chairman's message to
- Team Bharti

Dear Friends,

How does a strong vision build a great organisation?

The Vision Statement of an organisation is a manifestation of the inherent purpose
of its being. Coupled with commitment and grit to get there, a vision can enable
alignment of organisational resources for movement in the desired direction. A
vision is a visualisation of what the organisation wants to become, and should
resonate amongst all its employees. It stretches the organisation's capabilities,
giving shape and direction to the future.

Bharti's vision is 'to be globally admired for telecom services that delight
customers'... a vision that we all will live up to... a vision that we will achieve. Our
purpose is to build a telecom company, which is recognised to be amongst the best
in the world for the quality of its services. Every action and each initiative should aim
to meet or exceed customers' expectations. Bharti should be seen as an
organisation with which customers, business associates and the community, are
proud to be associated with, and where employees eagerly look forward to return to
work on a Monday morning. Our vision since our inception has been to create a
unique company, truly global in terms of ability to set standards in various areas,
especially customer services. Our vision paves the growth path of the organisation.
We shall be a force to reckon with in the telecom industry, globally.

We will make Bharti a truly global company in terms of size, service delivery and
processes. Our customer base will expand to more than 25 million in a few years,
which will put us amongst the top 20 telecom companies in the world. We have to
work on creating a strong process orientation, and build an institution which can
ensure that this transition in scale is successfully handled.

When I look back at our journey, I feel we have come a long way, but we still have a
long road ahead... we cannot get complacent. "Scaling up” is the biggest
challenge. Achieving is important, but sustaining the position and enhancing it is
even more so. It is a challenge to together institutionalise a company that has grown
rapidly since 1995. Today we are a US $ 1 Bn company and together we must make it
aUS $ 10 Bn company by 2010.

My objectives for Bharti are :

- To be the leader in customer service by 2006.

- To be the leader in telecom revenue by 2010.

- To be amongst the top 10 brands in India by 2008.

- To be amongst the 10 best employers by 2006.

- To continue to be amongst the top 10 companies in market capitalisation.

I depend on each one of you to make this happen. Together we can achieve it and
take Bharti to greater heights.

Best wishes,
Sunil Bharti Mittal
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The Great Leap Forward

A globally admired company by consensus, would be one which is rooted in a set
oftimeless core values, that exists for a purpose beyond just making money, and
that stands the test of time by the virtue of its ability to continually renew itself
from within. Team Bharti is all geared up and we are putting our best foot forward
in our bid to realise the vision of Bharti being a globally admired company
that delights customers.’

To achieve this vision, we would need to and we will be focusing on the following :

Customer Service

Customers evaluate us at every step... when they make or receive calls, or when
they meet with other users of mobile telephones, or when they meet a
representative of the service provider. We need to ensure that, at each of those
moments of truth, we meet the expectations of our customers. The customers
evaluate us not on what we did yesterday, but based on their last experience.
Thereis noway we can afford to be wanting in our endeavours and delivery.

When dealing with a large customer base like ours, well-designed processes are
the only way to ensure that we are equipped to handle various situations. At our
disposal is the capability of IT... it is possible to access, analyse and act on
information on just a mouse click. We need to leverage IT and enable our people
to utilise it effectively.

i

Employee Empowerment

Our people are our main assets and itis only through them

that we can achieve our Vision. It is therefore imperative,

that we not only recruit the best talent, but also

continuously train and upgrade skills & learning, to ensure

that we are able to sustain our competitive edge. While we

need to ensure that we select people who have passion for

service and working in teams, the onusis on us to train our

manpower resources adequately and upgrade their skills

from time to time by creating an environment which |

encourages learning and growth. We have no problems if |

people make mistakes, as long as they learn from it. The

organisation will ensure that there is no discrimination whatsoever and that all
will have equal opportunities for growth and development. We will achieve this
by ensuring transparency in our policies and by encouraging debate on various
issues. We strongly believe that, what is good for the individual, will be good for
the organisation.

Innovative Products and Services

Technology has revolutionised our lives. A handheld computer today enables us
to communicate with billions, and also process data simultaneously.
Computers, mobile telephones and other technologies have given us the luxury
to design our own little corners. Companies globally, are working to ensure that
a customer uses more of their services than that of others, because the more the
number of services customers use, the closer a company comes to them,
ensuring lasting relationships. We need to therefore, continuously identify the
changing needs of our customers and ensure that we offer new services to meet
these needs, before any of our competitors do.

Cost Efficiency

In an environment as competitive as ours, cost optimisation is the key.
As such, our focus will be to procure the most appropriate technology ‘
and equipment from world-class companies, such as Ericsson, Nokia,
Siemens, IBM and other world leaders. Our aim is not to cut on costs in ‘
areas which burn fat as well as muscle in the system; instead costs
which are optimised should always go towards recycling back to the
Company forits growth.

It is this strategic approach that has been broadly defined to
help us accomplish Bharti's Mission and its drive towards its bhait
Vision.




