REFERENCES

REFERENCES

Aaker D. A., Kumar V. & Day, G. S. (2007). Research Design and
Implementation. Marketing Research. (p.72). New Delhi: Wiley India

About DGH. (2009). Retrieved September 20, 2009, from
whttp://www.dghindia.org/ Petroleum Planning & Analysis Cell.
(2009). Retrieved May 14, 2009, from website: http://ppac.org.in/

Annual Report. (2008). Retrieved September 20, 2008, from
http://petroleum.nic.in/Annual_Report/ AR07-08.pdf

Babakus, E. Boller, G.W. (1992). An empirical assessment of the
SERVQUAL Scale. Journal of Business Research, 24, pp. 253-68

Bartlett, M.S 1950. Tests of significance in factor analysis. British Journal of
Psychology, (Statistical Section) 3:77-85.

Berry, L.L. (1975). Personalizing the Bank: Key Opportunity in Bank
Marketing. Bank Marketing, April, (9), pp. 22-25.

Bharat Petroleum targets Rs.20 bn revenue from non-fuel business. (2008).
Retrieved February 25, 2008 from http://www.thaindian.com
newsportal/business/bharat-petroleum-targets-rs20-bn-revenue-from-

non-fuel-business_10067375 .html

Blois K. J. (1974). Marketing of Services: An Approach, European Journal of
Marketing, Summer, p. 157.

Bowen, D.E. & Cummings, T.G. (1990). Suppose we took service seriously?
In D.E. Bowen (Ed.), Service management effectiveness, San

Francisco, CA: Jossey-Bass, pp.1-14

111



REFERENCES

BP Statistical Review of World Energy. (2009) Retrieved August 10, 2009, from
http://www.bp.com/liveassets/bp_internet/globalbp/globalbp_uk_engli
sh/reports_and_publications/statistical_energy_review_2008/STAGIN
G/local_assets/2009_downloads/statistical_review_of_world_energy_f

ull_report_2009.pdf

BPCL Retail Outlets: Ghar. (2008). Retrieved January 18, 2008, from
http://www.bharatpetroleum.com/sbu/retail/inOutStores.asp?from=retail

Brensinger, R.P., & Lambert, D.M. (1990). Can the SERVQUAL Scale be
Generalised to  Business-to-Business ~ Services?  Knowledge
Development in Marketing, 1990 AMA’s Summer Educators’

Conference Proceedings.

Carman, J.M. (1990). Consumer Perception of Service Quality: An
Assessment of the SERVQUAL Dimensions. Journal of Retailing,
Vol. 66, Spring 1990 pp. 33-55.

Centre for High Technology. (2009). Retrieved April 4, 2009, from
http://www.oidb.gov.in/index2.asp?slid=252&sublinkid=82

Chaston, 1. (1994). Internal customer management and service gaps within the
UK manufacturing sector, International Journal of Operations and

Production, Vol. 14, No. 9, pp. 45-56.

Chaudhary, A. (2003). BPCL sees 10 pc revenue from non-fuel sales.
Business Line, The Hindu, Chennai. Retrieved January 5, 2008, from
http://www.thehindubusinessline.com/bline/2003/01/24/stories/200301
2402160200.htm

112



REFERENCES

Churchill, GA & TIacobucci, D (2005). Chapter 4: Research Design,
Exploratory Research, and Qualitative Data. Marketing research:

Methodological foundations. (p.74). New Delhi: South-Western

Churchill, GA & Ilacobucci, D (2005). Chapter 4: Research Design,
Exploratory Research, and Qualitative Data. Marketing research:

Methodological foundations. (p.107-118). New Delhi: South-Western

Churchill, GA & Tacobucci, D (2005). Chapter 4: Research Design,
Exploratory Research, and Qualitative Data. Marketing research:

Methodological foundations. (p.118). New Delhi: South-Western

Club HP. (2008)  Retrieved  February 19, 2008, from
http://www.hindustanpetroleum.com/En/Ul/Retail ClubHP.aspx

Collier. D. A. (1994). The Service /Quality Solution: Using Service
Management to Gain Competitive Advantage. Milwaukee, WI. ASQC
Quality Press.

Corporate  rofile.  (2007).  Retrieved May 9, 2009, from
http://www.pcra.org/English/aboutus/ corporateprofile.pdf

Cronbach, L.J. (1951). Coefficient alpha and the internal structure of tests.
Psychometrika, 16,297-334.

Cronin, J. J.,, & Taylor, S. A. (1992). Measuring service quality: A

reexamination and extension. Journal of Marketing, 56 (July). 55-68.

Edvardsson, B., Larsson, G. and Setterlind, S. (1997). Internal service quality
and the psychological work environment: an empirical analysis of
conceptual interrelatedness. Service Industries Journal, Vol. 17, No. 2,

pp. 252-63.

113



REFERENCES

Engineers India Limited. (2009). Retrieved April 4, 2009, from

website:http://www.engineersindia.com/

Essar Oil Limited. (2009). Retrieved June 16, 2009, from
https://sourcing.essar.com/Tender/DOC/Annexure-III-
Technical%?20Specifications- 104241.pdf

Exploration and Production. (2007) Retrieved May 6, 2009, from
http://www.pcra.org/english/latest/book/05-Chapter%20-%205.pdf

Finn, D.W. & Lamb, C.W. (1991). An Evaluation of the SERVQUAL Scales

in a Retailing Setting. Advances in Consumer Research, Vol.18.

Fitzsimmons, J. and Fitzsimmons, M. (2004). Service Management New Y ork

: McGraw Hill.

Fuel Retailing. (2008). Retrieved January 10, 2009, from
http://www.docstoc.com/docs/1023463 1/RBSahi

Gadrey, J. (2000). The Characterization of Goods and Services: An
Alternative Approach. Review of Income and Wealth, 46(3), pp.382-
383.

Gronroos, C. (1983). Strategic management & marketing in the service sector

(p.27), Cambridge, MA: Marketing Science Institute.

Gronrdos, C. (1984). A Service Quality Model and It’s Marketing
Implications. European Journal of Marketing, 18(4), pp. 36-44.

Gronroos, C. (1990). Service Management and Marketing: Managing the
Moment of Truth in Service Competition. Lexington, MASS:

Lexington Books.

114



REFERENCES

Hair, J., Anderson, R., Tathain, R. and Black, W. (1995). Multivariate Data
Analysis Engelwood Cliffs, NJ: Prentice - Hall.

Hair, J.F., Anderson , R.E., Tatham, R.L. & Black, W.C., (1998). Multivariate
Data Analysis, New Jersey: Prentice-Hall.

Hampton, G. M. (1993). ‘Gap Analysis of College Student Satisfaction as a
Measure  of Professional Service Quality’. Journal of Professional

Services Marketing, 9(1): 115-28.

Hill, T.P. (1977). On Goods and Services. Review of Income and Wealth,
23(4), p. 318.

Hira, A. (2005). New Strategies for Non Fuel Business/Allied Business. Strategic
Shift in Downstream Sector, New Delhi. Retrieved August 23, 2008, from
http://www.infraline.com/downstreamconference/presentations/ArjunH
ira-BPCL.pdf

IBP Co. Limited (2004). (p.14). Retrieved January 10, 2008, from
http://www.sebi.gov.in/dp/ibp1.pdf

IBP Co. Limited (2004). (p.70). Retrieved January 10, 2008, from
http://www.sebi.gov.in/dp/ibp1.pdf

IBP Co. Limited (2004). (p.71). Retrieved January 10, 2008, from
http://www.sebi.gov.in/dp/ibp1.pdf

IBP Co. Limited (2004). (p.150). Retrieved January 10, 2008, from
http://www.sebi.gov.in/dp/ibp1.pdf

115



REFERENCES

India Energy Outlook. (2007). Retrieved June 14, 2008, from
http://www.kpmg.co.il/Events/india/conference/thought%?20leadership/
IndiaEnergy_07.pdf

Indian Oil launches “Platinum Circle’ for elite dealers to renew customer focus
and mindshare. (2004). Retrieved January 10, 2008, from

http://indiantelevision.com/mam/headlines/y2k4/oct/octmam68.htm

Indian Upstream Sector: Growth Prospects Favourable Even As Regulatory
Uncertainties Remain. (2009). Retrieved December 9, 2009, from
http://www.icra.in/Files/PDF/Special Comments/2009-November-
Industry-Outlook-Indian%20Upstream.pdf

Investing in India. (2009). Retrieved July 10, 2009, from
http://dipp.nic.in/manual/FDI_Manual_text_Latest.pdf

Kaiser, H.F. (1974). An index of factorial simplicity. Psychometrika, 1974:
31-36.

Kinnear, T.C. & Taylor, J.R. (1996). Chapter 5: Research Design and Data
Sources. Marketing research: An Applied Approach. (p.67). New
York: Mc.Graw Hill, Inc.

Kinnear, T.C. & Taylor, J.R. (1996). Chapter 5: Research Design and Data
Sources. Marketing research: An Applied Approach. (p.129). New
York: Mc.Graw Hill, Inc.

Kinnear, T.C. & Taylor, J.R. (1996). Chapter 5: Research Design and Data
Sources. Marketing research: An Applied Approach. (pp.129-130).
New York: Mc.Graw Hill, Inc.

116



REFERENCES

Kinnear, T.C. & Taylor, J.R. (1996). Chapter 5: Research Design and Data
Sources. Marketing research: An Applied Approach. (p.131). New
York: Mc.Graw Hill, Inc.

Kinnear, T.C. & Taylor, J.R. (1996). Chapter 5: Research Design and Data
Sources. Marketing research: An Applied Approach. (pp.133-135).
New York: Mc.Graw Hill, Inc.

Kinnear, T.C. & Taylor, J.R. (1996). Chapter 20: Multivariate Data Analysis I:
Marketing Research: An Applied Approach. (p.626). New York:
Mc.Graw Hill, Inc.

Kotler P. (2003). Marketing Management (p.444). New Delhi: Prentice Hall

Lakhe, R. R., & Mohanty, R. P. (1995). Understanding TQM in service
system. International Journal of Quality & Reliability Management,
12(9), 139-153.

Lehtinen, U. and Lehtinen, J. R. (1982) Service Quality: A Study of Quality

Dimensions OY, Finland:Science Management Group.

Levin, R. I. & Rubin, D. S. (2008). Sampling Distributions in More Detail.
Statistics for Management. (p. 319). New Delhi: Pearson Prentice Hall

Licata, J., Mowen, J. and Chakraborty, G. (1995). Diagnosing perceived
quality in the medical service channel. Journal of Health Care

Marketing, Vol. 15, No. 4, pp. 42-9.

Lim, P.C. and Tang, N.K. (2000). A study of patients’ expectations and
satisfaction in Singapore hospital. International Journal of Health

Care Quality Assurance, Vol. 13, No. 7, pp. 290-299.

117



REFERENCES

Lings, IN. and Brooks, R.F. (1998). Implementing and measuring the
effectiveness of internal marketing. Journal of Marketing

Management, Vol. 14, pp. 325-51.

Lovelock, C. (1983). Classifying Services to Gain Strategic Marketing
Insights. Journal of Marketing, 47(3), pp. 9-20

Lytle, R. and Mokwa, M.(1992). Evaluating health care service quality: the
moderating role of outcomes. Journal of Health Care, Vol. 12, No. 1,

pp. 4-14.

Marketing & Distribution of Petroleum Products with Special Reference to
Rural and Hilly Areas. (2001). Retrieved March 19, 2008, from
http://164.100.24.208/ls/committeeR/Petro&Chem/23/23.html

Marketing  Division. (2005). Retrieved March 24, 2008, from
http://www.petroleum.nic.in/msbody.htm#mkttrans

Merger of Reliance Petroleum Limited with Reliance Industries Limited
Approved by Shareholders and Creditors, (2009). Retrieved June 10,
2009 from http://www.reliancepetroleum.com/pdf/PR13042009.pdf

Milestones. (2009). Retrieved March 23, 2009, from http://www.iocl.com/AboutU

/Milestonel .aspx

Ministry of Petroleum & Natural Gas. (2009). Retrieved June 10, 2009, from

website: http://www.petroleum.nic.in/

Norusis, M.J. (1988). SPSS-X Advanced Statistics Guide. Chicago: SPSS Inc.

118



REFERENCES

Oil and Gas Sector. (2009). Retrieved May 12, 2009, from
www.in.kpmg.com/TL,_Files/Pictures/Oil_GasOverview_India2009.pdf

Oil and Gas, Market and Opportunities. (2008). Retrieved August 11, 2008,
from http://ibef.org/download%5COil_Gas_210708.pdf

Oil Industry Development Board. (2009). Retrieved April 9, 2009, from
http://www.oidb.gov.in/index 1.asp?linkid=128

Oil Industry Safety Directorate. (2009). Retrieved April 13, 2009, from
website: http://oisd.nic.in/

Our Roots, (2008). Retrieved May 20, 2008, from
http://www.hindustanpetroleum.com/En/Ul/AboutUsOurR oot.aspx#

Parsuraman, A., Zeithaml, V. A. and Berry, L. L. (1985). A Conceptual Model
of Service Quality and its implication for Future Research. Journal of

Marketing, Vol. 49, Fall, pp. 41-50.

Parsuraman, A., Zeithaml, V. A. and Berry, L. L. (1988). SERVQUAL:A
Multiple-Item Scale for Measuring Service Quality. Journal of

Retailing, 64(1), 12-40.

Parsuraman, A., Zeithaml, V. A. and Berry, L. L. (1994). Reassessment of
Expectations as a Comparison Standard in Measuring Service Quality:

Implications for future Research. Journal of Marketing, 58(1), 111-124.

Petroleum and Natural Gas. (1999). Retrieved April 10, 2008, from
http://pib.nic.in/archieve/ppinti/ppi99pn.html

119



REFERENCES

Petroleum Federation of India. (2009). Retrieved June 12, 2009, from

http://www.petrofed.org/aboutus.asp

Pricing Petroleum. (2005). Retrieved August 30, 2008, from http://www.india-
seminar.com/2005/555/555%20h.1.%20zutshi.htm

Product Responsibility. (2008). Retrieved January 19, 2008, from

www.iocl.com/Aboutus/ProductResponsibility.pdf

Pure for Sure. (2009) Retrieved February 20, 2009, from

http://www.bharatpetroleum.com/wheels/pureForSure.asp? from=wheel

Ramaswamy, R. (1996). Design and Management of Service Processes:
Keeping Customers for Life. (p.3) Reading, MA: Addison-Wesley
Publishing Co.

Rathmell, M.J. (1966). What is Meant by Services? Journal of Marketing,
October (30), pp. 32-36.

Reaching Petroleum Products across the Country. (2000). Retrieved June 24,
2008, from http://pib.myiris.com/features/article.php3?fl=D33151

Refineries in India. (2005). Retrieved July 14, 2008, from

http://petroleum.nic.in/rs.htm

Refining Outlook & Risk Management. (2008) Retrieved November 10, 2008, from
http://petrofed. winwinhosting.net/upload/Teri/ppt/Day%0201/ukbasu.ppt

Reidenbach, E. and Sandifer-Smallwood,B. (1990). Exploring perceptions of
hospital operations by a modified SERVQUAL approach. Journal of
Health Care Marketing, Vol. 10, No. 4, pp. 47-55.

120



REFERENCES

Reliance closes all its 1,432 petrol pumps. (2008). Retrieved June 12, 2008, from
http://www.domain-b.com/companies/companies_r

/Reliance_Industries/20080506_petrol_pumps.html

Reliance Petroleum Commissions. (2009). Retrieved May 15, 2009, from
http://www.energy-business-review.com/news/reliance_petroleum_

commissions_refinery_in_jamnagar_050109

Report of the Working Group on Petroleum & Natural Gas Sector for the XI
Plan. (2006). Retrieved June 18, 2008, from http://planning

commission.nic.in/aboutus/committee/wrkgrp11/wgl1_petro.doc

Reynoso, J. and Moore, B. (1995).Towards the measurement of internal

service quality. International Journal of Service Industry Management,

Vol. 6, No. 3, pp. 64-83.

Sahi, R.B. (2007). Fuel Retailing — Emerging Trends, Options and Challenges.
Petrotech 2007, New Delhi. Retrieved August 23, 2008, from
http://www.ficci.com/media-room/speeches-

presentations/2007/jan07/petrotech/day2/Sessionl/RBsahi.pdf

Sahney, S., Banwet, D.K., and Karunes, S. (2004). A SERVQUAL and QFD
approach to total quality education: A student perspective.

International Journal of Productivity and Performance Management,

Vol.53, No.2, pp. 143-166.

Sen, A. (2005). Non-Fuel Retailing: From Fringes to Focus. Strategic Shift in
Downstream Sector, New Delhi. Retrieved January 27, 2008, from

http://www.infraline.com/downstreamconference/presentations/Asitava

Sen-PwC.pdf

121



REFERENCES

Seth, N., Deshmukh, S.G. and Vrat, P. (2005). Service Quality Models: A

Review. International Journal of Quality & Reliability Management,
22(9), 913-949.

Shearden, W.A. (1988). ‘Gaining the Service Quality Advantage’. Journal of

Business

Shell  India. (2008)  Retrieved ~ March 25, 2008, from
http://www.assocham.org/events/recent/event_189/Surinderdeep-Shell.pdf

Shostack, G.L. (1977). Breaking Free from Product Marketing. Journal of
Marketing, April (41), pp. 73-80.

Shostack, G.L. (1982). How to design a service. FEuropean Journal of
Marketing, 16(1), pp. 49- 61.

Sinha, A.M.K. (2007). Fuel Retailing-Emerging Trends, Options and Challenges.
Petrotech 2007, New Delhi.  Retrieved March 23, 2008, from
http://www.ficci.com/media-room/speeches-

presentations/2007/jan07/petrotech/day2/Sessionl/ AMKSinha.pdf

Stanton W.J. (1974). Fundamentals of Marketing (p.545). Tokyo: Mc.Graw
Hill.

Subsidies Driving Top Oil Companies Bankrupt. Retrieved June 12, 2008, from

http://www.domain-

b.com/industry/oil_gas/20080521_oil_marketing.html

122



REFERENCES

Succeeding in Indian Petroleum Retail. (2005). Retrieved March 22, 2008, from
http://www.ficci.com/media-room/speechs-

presentations/2005/jan/petrotech/proceding.ppt

Suri, M. (2007). Changing Dynamics of Non Fuel Retailing. Petrotech 2007,
New Delhi. Retrieved February 23, 2008,
fromhttp://www.ficci.com/media-room/speeches
presentations/2007/jan07/petrotech/day2/SessionV/ATKearneyMunirS
uri.pdf

Sustainability Outlook. (2008). Retrieved June 19, 2008, from

www.iocl.com/Aboutus/SustainabilityOutlook.pdf

Teas, R. Kenneth. (1993). Expectations, Performance Evaluation and
Consumers’ Perceptions of Quality. Joumal of Marketing, 57
(October), 18-34.

Thangapandian, S. (2007). Challenges in Petro Retailing. (2007). Retrieved
February 20, 2008, from  http://www.assocham.org/events

/recent/event_189/Thangapandian-S.pdf

The ‘In & Out” Concept. (2008). Retrieved March 29, 2008 from

http://www.bharatpetroleum.com/wheels/inOutStores.asp

The Economic Times (2009). Budget proposals a mixed bag for oil & gas

sector. 17" July

The  Journey. (2008). Retrieved March 25, 2009, from
http://www.bharatpetroleum.com/General/CR_Journey.aspx?id=4

123



REFERENCES

Unnikrishnan, E. (2007). Economics of Fuel Retailing. Petrotech 2007, New
Delhi. Retrieved March 23, 2008, from http://www.ficci.com/media-
room/speeches-

presentations/2007/jan07/petrotech/day2/Sessionl/AMKSinha.pdf

Welcome to Bharat Petroleum. (2006). Retrieved January 12, 2008, from
http://www.ttkmaps.com/bpcl/Index.html

Zeithaml, V.A. & Bitner, M.J. (1996). Services Marketing. (p.3). New York.
NY: The McGraw-Hill Companies.

Zeithaml, A.V., Parasuraman, A. and Berry, L.L. (1985). Problems and
Strategies in Service Marketing. Journal of Marketing, 49(2),
pp. 33-46.

124



