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On January 30, 2026, we hosted the second edition of our Flagship 
Programme titled, “CFBP Women Empowerment Summit 2.0” with 
the same fanfare and glory.  The Taj Lands End, Bandra was the 
perfect backdrop and our Chief Guest Madhur Bhandarkar was the 
cynosure of all eyes.  Our Executive Committee Member Payal 
Kothari had been working tirelessly since a few months to put 
things together and it bore fruit.  Also, Shaina NC worked hard to 
ensure that the Fashion Show portrayed the twin goals of Cancer 
Patients Aid and Women Empowerment at its best – approximately 
27 women of all shapes, sizes, vocations and age walked the ramp 
adding that dash of glamour to a purpose!  It was covered in the 
Bombay Times.  Hope you enjoy the many photos.  

Our Fourth Edition of the Annual Ethics Summit, primarily 
supported by the Tatas, promises to be a blockbuster Event – it will 
be held on February 21, 2026.  

This time an interesting read is an article about how politeness 
assists in quick commerce written by our Advisory Board Member 
and regular contributor Mr. Jagdeep Kapoor.  Also, our Invitee Dr. 
Yatri Thacker enlightens us on the mind-body connection and its 
healing powers. My Article on Water Contamination examined 
from the prism of Indore and Gandhinagar crises was published in 
Business India. Hope you enjoy reading it as much as I did writing 
it.    

As I sit back and revel in the momentous past two months, I gather 
that you must have a passion to do something!  At the same time, it 
is important to hone that passion and craft it to a certain level of 
perfection and presentability.  That gives you a sense of bliss.    

I end with a quote from that great German philosopher, 

Nothing great in the world has ever been accomplished without 
passion. 

                                                        Georg Willhelm Friedrich Hegel

SWAPNIL S. KOTHARI

HEARTFELT FROM 
THE PRESIDENT
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The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 
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integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!
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consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!
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The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!
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The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!



19

The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

SOFT SKILLS, HARD DELIVERY

Be Polite… Be Delighted, Q Commerce May Get Praised

integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!
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The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!
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As I sit by the window on my way to Milan, watching the 

landscape slowly unfold quiet �elds, distant mountains, and 

soft winter light I �nd myself naturally slowing 

down. Travel often does that to me. It creates 

space. Space to pause, re�ect, and reset. With a 

new year beginning, this journey feels symbolic: 

a gentle reminder to look inward, to reconnect, 

and to realign. And as often happens during such 

moments of stillness, a patient’s story comes 

back to me one that perfectly illustrates the 

profound connection between the mind and the 

body.

A Case That Spoke Beyond Symptoms

She was 38 years old when she came to me. Professionally 

accomplished, a devoted mother, outwardly “managing” life 

well but internally exhausted. Her primary complaint was 

chronic migraine, persisting for years. Alongside it were 

constant overthinking, disturbed sleep, emotional sensitivity, 

and progressive hair thinning.

She had been on multiple painkillers sometimes daily. They 

o�ered temporary relief, but the migraines always returned, 

often stronger. Medical investigations were normal. 

“Everything is �ne,” she had been told. Yet, she didn’t feel �ne.

What struck me most was not just her pain, but the pattern: 

relentless mental activity, suppressed emotions, unexpressed 

stress, and a deep fear of losing control. Her body was 

speaking the language of her mind.

This is where the mind–body connection becomes not just a 

concept, but a lived reality.

Understanding the Mind–Body Connection

Modern science now con�rms what holistic systems of 

medicine have long known: the mind and body are 

inseparable. Thoughts, emotions, and chronic stress directly 

in�uence neurological pathways, hormonal balance, immune 

responses, and in�ammatory processes.

When stress becomes chronic whether due to emotional 

suppression, unresolved trauma, constant overthinking, or 

long-term anxiety the body adapts initially. But adaptation 

has a limit. Over time, these mental emotional patterns 

manifest as chronic physical diseases.

The body doesn’t suddenly “fall sick.” It gradually 

communicates through fatigue, headaches, digestive 

disturbances, skin issues, or hair fall. When these early signals 

are ignored or masked with symptomatic treatment alone, 

deeper pathology develops.

How Chronic Diseases Evolve from the Mind

Let us look at some common chronic conditions 

through a mind–body lens:

• Migraine & Tension Headaches: Often linked 

with suppressed emotions, perfectionism, 

mental overactivity, and unresolved anger 

or grief.

• Anxiety & Depression: Manifest not only as 

emotional symptoms but also as palpitations, IBS, 

hormonal imbalance, and immune dysfunction.

• Hair Fall & Alopecia: Strongly associated with chronic 

stress, fear, insecurity, and prolonged emotional strain.

• Autoimmune Disorders (like thyroid disorders, 

rheumatoid arthritis): Frequently connected to 

long-standing internal con�ict, self-criticism, and 

emotional overload.

• Irritable Bowel Syndrome (IBS): A classic psychosomatic 

condition, re�ecting gut–brain dysregulation.

• Skin Disorders (eczema, psoriasis, acne): Often mirror 

inner emotional distress and sensitivity.

These conditions are not “imaginary.” They are very real 

physiological expressions of emotional imbalance.

The Holistic Homeopathic Approach

Homeopathy does not treat diseases in isolation it treats 

people. The physical symptoms are important, but so are 

emotional patterns, fears, coping mechanisms, sleep quality, 

stress responses, and life experiences.

In the case of the 38-year-old woman with migraines, the 

treatment was not focused on pain alone. It involved:

• Individualized homeopathic remedy, chosen after 

understanding her mental state, emotional triggers, 

physical tendencies, and overall constitution.

• Psychotherapy and emotional awareness, helping her 

recognize patterns of overthinking and self-pressure.

• Stress-regulating practices, including breathwork and 

mindfulness techniques.

• Gentle lifestyle corrections, aligned with her nervous 

system rather than rigid rules.

Over months, her migraines reduced signi�cantly in 

THE MIND–BODY CONNECTION:
WHERE HEALING TRULY BEGINS

The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

frequency and intensity. Painkillers became occasional, then 

unnecessary. Her sleep improved. Hair fall stabilized. More 

importantly, she felt emotionally lighter less reactive, more 

grounded.

Why Holistic Homeopathic Treatment Works

Holistic homeopathy works because it:

• Addresses the root cause, not just symptoms

• Respects the mind–body unity

• Supports the body’s innate healing intelligence

• Is gentle, non-suppressive, and sustainable

• Empowers patients to understand themselves better

When the mind is calmed, the nervous system resets. When 

emotional burdens are released, hormonal balance 

improves. When stress responses normalize, immunity 

strengthens. The body follows the mind.DR. YATRI THACKER

As the scenery outside my window continues to change, I am 

reminded that healing, too, is a journey. It is not about quick 

�xes, but about awareness, patience, and alignment.

This new year, perhaps the greatest gift we can give 

ourselves is to listen more deeply to our thoughts, our 

emotions, and the subtle messages of our body.

Chronic diseases are not punishments. They are invitations. 

Invitations to slow down, to heal within, and to reconnect 

with ourselves. Because when the mind heals through 

guidance and support the body follows.

About the writer: 

With over two decades of clinical experience, Dr. Yatri 

Thacker is a Mumbai-based holistic homeopathic physician 

and psychotherapist specializing in mind–body medicine 

and chronic disease management.
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integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!
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As I sit by the window on my way to Milan, watching the 

landscape slowly unfold quiet �elds, distant mountains, and 

soft winter light I �nd myself naturally slowing 

down. Travel often does that to me. It creates 

space. Space to pause, re�ect, and reset. With a 

new year beginning, this journey feels symbolic: 

a gentle reminder to look inward, to reconnect, 

and to realign. And as often happens during such 

moments of stillness, a patient’s story comes 

back to me one that perfectly illustrates the 

profound connection between the mind and the 

body.

A Case That Spoke Beyond Symptoms

She was 38 years old when she came to me. Professionally 

accomplished, a devoted mother, outwardly “managing” life 

well but internally exhausted. Her primary complaint was 

chronic migraine, persisting for years. Alongside it were 

constant overthinking, disturbed sleep, emotional sensitivity, 

and progressive hair thinning.

She had been on multiple painkillers sometimes daily. They 

o�ered temporary relief, but the migraines always returned, 

often stronger. Medical investigations were normal. 

“Everything is �ne,” she had been told. Yet, she didn’t feel �ne.

What struck me most was not just her pain, but the pattern: 

relentless mental activity, suppressed emotions, unexpressed 

stress, and a deep fear of losing control. Her body was 

speaking the language of her mind.

This is where the mind–body connection becomes not just a 

concept, but a lived reality.

Understanding the Mind–Body Connection

Modern science now con�rms what holistic systems of 

medicine have long known: the mind and body are 

inseparable. Thoughts, emotions, and chronic stress directly 

in�uence neurological pathways, hormonal balance, immune 

responses, and in�ammatory processes.

When stress becomes chronic whether due to emotional 

suppression, unresolved trauma, constant overthinking, or 

long-term anxiety the body adapts initially. But adaptation 

has a limit. Over time, these mental emotional patterns 

manifest as chronic physical diseases.

The body doesn’t suddenly “fall sick.” It gradually 

communicates through fatigue, headaches, digestive 

disturbances, skin issues, or hair fall. When these early signals 

are ignored or masked with symptomatic treatment alone, 

deeper pathology develops.

How Chronic Diseases Evolve from the Mind

Let us look at some common chronic conditions 

through a mind–body lens:

• Migraine & Tension Headaches: Often linked 

with suppressed emotions, perfectionism, 

mental overactivity, and unresolved anger 

or grief.

• Anxiety & Depression: Manifest not only as 

emotional symptoms but also as palpitations, IBS, 

hormonal imbalance, and immune dysfunction.

• Hair Fall & Alopecia: Strongly associated with chronic 

stress, fear, insecurity, and prolonged emotional strain.

• Autoimmune Disorders (like thyroid disorders, 

rheumatoid arthritis): Frequently connected to 

long-standing internal con�ict, self-criticism, and 

emotional overload.

• Irritable Bowel Syndrome (IBS): A classic psychosomatic 

condition, re�ecting gut–brain dysregulation.

• Skin Disorders (eczema, psoriasis, acne): Often mirror 

inner emotional distress and sensitivity.

These conditions are not “imaginary.” They are very real 

physiological expressions of emotional imbalance.

The Holistic Homeopathic Approach

Homeopathy does not treat diseases in isolation it treats 

people. The physical symptoms are important, but so are 

emotional patterns, fears, coping mechanisms, sleep quality, 

stress responses, and life experiences.

In the case of the 38-year-old woman with migraines, the 

treatment was not focused on pain alone. It involved:

• Individualized homeopathic remedy, chosen after 

understanding her mental state, emotional triggers, 

physical tendencies, and overall constitution.

• Psychotherapy and emotional awareness, helping her 

recognize patterns of overthinking and self-pressure.

• Stress-regulating practices, including breathwork and 

mindfulness techniques.

• Gentle lifestyle corrections, aligned with her nervous 

system rather than rigid rules.

Over months, her migraines reduced signi�cantly in 

The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

frequency and intensity. Painkillers became occasional, then 

unnecessary. Her sleep improved. Hair fall stabilized. More 

importantly, she felt emotionally lighter less reactive, more 

grounded.

Why Holistic Homeopathic Treatment Works

Holistic homeopathy works because it:

• Addresses the root cause, not just symptoms

• Respects the mind–body unity

• Supports the body’s innate healing intelligence

• Is gentle, non-suppressive, and sustainable

• Empowers patients to understand themselves better

When the mind is calmed, the nervous system resets. When 

emotional burdens are released, hormonal balance 

improves. When stress responses normalize, immunity 

strengthens. The body follows the mind.

As the scenery outside my window continues to change, I am 

reminded that healing, too, is a journey. It is not about quick 

�xes, but about awareness, patience, and alignment.

This new year, perhaps the greatest gift we can give 

ourselves is to listen more deeply to our thoughts, our 

emotions, and the subtle messages of our body.

Chronic diseases are not punishments. They are invitations. 

Invitations to slow down, to heal within, and to reconnect 

with ourselves. Because when the mind heals through 

guidance and support the body follows.

About the writer: 

With over two decades of clinical experience, Dr. Yatri 

Thacker is a Mumbai-based holistic homeopathic physician 

and psychotherapist specializing in mind–body medicine 

and chronic disease management.
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integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!

CFBP 38th Jamnalal Bajaj Awards
For Fair Business Practices

“We shall promote the highest ethical practices, by business and professionals, 
in order to provide complete satisfaction to consumers and other stakeholders.”

Our Mission

Inspire Excellence

The Awards are conferred every year on business and associations,  which display an 
outstanding commitment to Fair Business Practices.  It comprises the prestigious CFBP Trophy 
and a laudatory Citation.  
The Awards are open to all Public/Private Sector, Co-operative Ventures, Service Industries, 
Partnership and Proprietory business, Federations/ Chambers of Commerce, Trade Association 
and Charitable organizations from all over India. 
The Council for Fair Business Practices (CFBP) is a unique, self regulatory body of business and 
industry dedicated to upholding the voluntary Code  of Fair Business Practices. Formed in 1966, 
CFBP instituted these Awards in 1988 in memory of the Shri Jamnalal Bajaj to honour those 
who adhere to Fair Business honour those who adhere to Fair Business Practices in the interest 
of the consumer and the community at large.

Calling for Award Nomination for 2025-2026
The Awards recognize excellence in the following categories: 
• Manufacturing Enterprises Services   • Trade And Distribution Sector    • Charitable Association
Applications are invited from -
(a) Large Enterprises (turnover above Rs. 1,000 crores) and  (b) SMEs (turnover between Rs. 50 and 1,000 crores)  



The quick commerce market in India is valued at almost 

$3.5 billion and is expected to reach $10 billion by 2030. 

This is a fastgrowing market and has a huge potential. 

Amazon Now, Flipkart Minutes, BigBasket, Blinkit, 

Swiggy, Zepto and many others are the 

brands in the quick commerce market in 

India.

While speed is of the essence, through hard 

delivery, many a time, soft skills may get 

missed out, leaving consumers a little 

dissatis�ed, because of the tone and 

behaviour of this speedy delivery. If soft 

skills are married with hard, delivery skills 

and speed, it would be a great combination 

and would make the quick commerce market grow even 

faster and become even bigger.

One must recognise that quick commerce is a part of the 

service industry and, in the service industry, soft skills 

are as important as quick delivery, as also e�cient, hard 

delivery.

Let us look at what is needed to get praised.

P for Polite: You may do a speedy delivery and be 

e�cient and also be reliable in being able to deliver 

groceries and other materials but, if you are not polite, 

you are slowly but surely destroying the brand. One can 

understand the speed at which deliveries have to be 

made; also, one can

understand that there is pressure for a quick 

turnaround, but that de�nitely does not give one a 

licence to be brash and be rude. Being polite could take 

just a few seconds and requires soft skill training to 

these e�cient hard delivery soldiers. There will come a 

time with delivery, speed, e�ciency will be parity. 

Everyone will be doing it.

What will di�erentiate one brand from the other is being 

polite.

R for Respect: The other element in soft skills, while 

developing your Q commerce brand, would be respect. 

Many a time, the consumer ordering products is a senior 

citizen. In fact, quick commerce for them is not a luxury 

but could be a necessity in many cases. At 

that point of time, the interaction between 

the consumer, young or old, is important.

Listening with respect and speaking with 

respect and delivering with respect, go a 

long way in building the Q commerce brand 

and di�erentiating it from other 

commoditised o�erings. Remember, the 

next time, the consumer chooses a quick 

commerce brand, it is not necessarily based 

on speed and e�ciency, it is also based on how polite 

and respectful the person delivering and serving the 

consumer was.

Somehow, this has got missed. It is important that the 

quick commerce brand be perceived as a polite and 

respectful brand which is endearing and is liked and 

loved by consumers. Not only depend on the speed of 

hard delivery. Soft skills also matter.

A for Attitude: While it is understandable that the service 

provider is in a rush, a calm and positive attitude would 

de�nitely help in Customer Service. It is quite possible 

that the service delivery provider is in a rush, but you do 

not have to rush the consumer and give her/him a 

feeling that everyone is at war. This emergency situation 

attitude may not be the best way to express your 

delivery to the consumer. This requires training, 

practice, mock calls and an inculcation of pleasant 

attitude, towards the consumer.

I for Integrity: Workplace integrity is about having strong 

principles and values, which you demonstrate through 

your conduct in the work environment. A common 

integrity de�nition states that people with their 

integrity do the right thing even when nobody is 

watching. The quality of being honest and having 

strong moral principles

is part of integrity. 

In this service of quick commerce, integrity would be 

playing a major role because the consumer expects 

honesty, places trust and expects the brand to deliver 

and serve in a fair and responsible manner. This culture 

must be imbibed in the service delivery professionals.

Someone could argue that, in such a hard delivery and 

speedy environment, how could you expect soft skills to 

be practised? Well, look around, for years together, the 

simple Dabbawalla, who delivers lunch, does it with full 

integrity and responsibility.

S for Soft-spoken: While you could make hard deliveries, 

it makes sense to be spoken about in the quick 

commerce business, if you want to build a strong 

vibrant brand. Commerce is not based only on 

tangibles. Intangibles are a major part of the entire 

delivery experience, where being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word,  or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

Commerce is not based only on tangibles. Intangibles 

are a major part of the entire delivery experience, where 

being softspoken does help.

As quick commerce is quickly expanding to not only 

groceries but many other product categories and is able 

to help and make life easy for the consumer, why should 

a badly spoken word, or a harsh comment, ruin the hard 

work of speedy delivery? Being soft-spoken is a good 

weapon to be had, along with hard delivery. There is 

always appreciation from the consumer when he comes 

across this behaviour. In addition, it helps with the 

image of the brand.

E for Empathy: Empathy is the ability to imagine 

how another person is feeling and so understand 

their mood. Having empathy is an importance of 

skill, which should be used along with hard 

deliveries in quick commerce.

What is empathy in simple words? Empathy is the 

ability to see things from another perspective and 

feel their emotions. Putting yourself in another 

person’s shoes might lead you to act with 

compassion and do what you can to improve their 

situation.

There are many times when the service provider is 

also having his family or himself or herself, �nding 

themselves in the shoes of a consumer. At that 

point of time, one can feel and understand what a 

consumer goes through and should be sensitive as 

a service provider and bring about empathy.

When do you want to practise empathy? You need 

to take perspective, stay out of judgement, 

recognise the emotion in the other person and 

communicate the understanding of another 

person’s emotions. This brings about sensitivity and 

connection which is appreciated by the consumer. 

And, they help in building a Q commerce brand.

D for Delight: When all these elements are 

implemented, the consumer would be delighted. 

That is the entire journey from polite to delight 

would help enhance the brand image of the 

commerce brand and move it from just being hard 

delivery to being blended with soft skills.

When the consumer is delighted, repeat purchases 

take place, the perceived value of the brand goes 

up, the brand is a preferred brand and is able to 

grow both in terms of top line and bottom line and 

also is recommended by consumers to other 

consumers, through word of mouth. Hence, it’s 

important to go through the journey of polite to 

delight and make sure that apart from delivering 

products and groceries, excellent Customer Service 

gets delivered, which ultimately gets praised!


