
As the world’s largest manufacturer of two-wheeled vehicles, New Delhi-based 
Hero MotoCorp produces a new motorcycle or scooter every 18 seconds—in 2013–
2014, the company churned out over 6 million units and generated Rp257.22 billion 
(US$4.36 billion) in revenue. Demand for these vehicles is high in India, and Hero is 
focused on deepening customer engagement and improving customer service to 
solidify its market leadership across the huge country. One key to this effort, says 
Vice President and CIO Vijay Sethi, is an expansive “community cloud,” which he 
describes as the firm’s most important project to date in a cloud program that dates 
back to 2008 and includes public, private, and hybrid cloud platforms.

The community cloud brings together Hero’s broad customer base and service 
organization. As part of its outreach to its customers, Hero regularly organizes 
“service camps”—portable showrooms and maintenance facilities where bikers 
can receive discounts on tune-ups and repairs—in easily accessible parks near 
large population centers. By bringing service operations out of its dealerships and 
into the everyday world, the manufacturer increases its exposure and reaches its 
vast customer base in non-traditional ways—none of which would be possible 
if its service employees were tied down to those traditional venues. That’s 
where the cloud comes in. “I can only do this because the whole organization is 
available on the cloud,” says Mr. Sethi, adding that the program has resulted in 
high-volume sales and increased cross-selling opportunities.

Cloud also plays an important role in Hero’s growth plans. While all of the 
company’s manufacturing locations are currently in India, it has a presence in 
nearly two dozen countries and an aggressive strategy to expand assembly and 
distribution to many more. The cloud supports this expansion into new markets by 
allowing decision-makers to tailor technological initiatives to fit the needs of diverse 
markets, standardize management and registration systems for all employees 
around the world, and make company data accessible anywhere, anytime.

As chairman of the IT committee for the Society of Indian Automobile Manufacturers, 
Mr. Sethi himself is a highly visible and influential proponent of cloud computing 
and other SMAC (social, mobile, cloud, and analytics) technologies. “Cloud is here 
to stay, so we need to use it to the maximum,” he says, citing employee satisfaction 
as an additional benefit beyond revenue growth and customer service. Recently, 
Mr. Sethi established a data exchange program among automotive companies 
in India and their suppliers to share information on logistics, inventory, and 
transaction details, allowing Hero and its peers to increase efficiency, collaborate 
with supply chain partners, and reduce costs.

Hero MotoCorp plans to continue expanding its focus on cloud assets across 
the business in coming years. One project involves maximizing the use of data 
and analytics from its huge (more than 14 million registered users) loyalty-based 
CRM system to support targeted campaigns and give more personalized options 
to customers. Mr. Sethi says customers are feeling the benefits of the company’s 
use of cloud and the technologies it supports. “We are using cloud, mobility, 
and analytics to improve competitiveness, reduce time-to-market, increase 
efficiency, and improve customer satisfaction,” says Mr. Sethi. And as Hero 
increasingly uses the cloud to support interactions directly with consumers, 
“customers are looking at it from that perspective, too.”

An expansive “community 
cloud” is Hero’s most 
important project in an 
ongoing effort that includes 
public, private, and hybrid 
cloud platforms.
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