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KEY RATIOS

2001-02

Rs. in Crores

2000-01 Variance

Sales Growth

Operating Profit

(Operating Profit = Profit before Depreciation,

Interest & Tax)

300,6

33.6

280,2

28,5

7.3

17.9

Profit after Tax 16.3
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BMP Paribas
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A customer

is the most important visitor

on our premises,

He is not dependent on us.

We are dependent on him.

He is not an interruption

on our work,

He is the purpose of it.

He is not an outsider

on our business.

He is apart of it.

We are not doing him a favour

by serving him.

He is doing us a favour

by giving us an opportunity

to do so.

- Mahatma Gandhi

The Winning Edge....

Clariant (India) Ltd, gets the inspiration and strives

to practice values of customer care. The Company

believes that in the customer driven economy; customer

centric approach is a requisite for sustained growth and

long-term survival. It believes that the growth comes

from repeat business, repeat business comes from

relationships and relationships with customers are built

on trust. It is because of the trust that its customers

have put in it, the Company has swiftly emerged whose

potential is reflected by its performance and its leadership

position in textie chemicals and leather dyes. The

Company is practicising well co-coordinated customer

interaction process, which is supported by marketing

service organisation with a view to focus action on each

of the customer care needs.

Customer Relationship Management (CRM) is a

customer-centric strategy that has been increasingly

embraced by leading business houses worldwide.

Companies are realizing the importance of creating

and maintaining the highest levels of customer

satisfaction, transforming the contact center and

customer database into a source of sustainable

competitive advantage, Clariant (India) Ltd. has already

recognized CRM as a right tool for business decisions

and has created databank that supports its business

strategy in highly competitive market environment,
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The Company has implemented various systems that help in creating data bank and providing management

information for business decisions.

The Research and Development Centre of Clariant (India) Ltd. support the Company's relationship with its

customers by understanding their needs and delivering optimum value and right solutions that meet the changing

trends and demand of ultimate customers by harnessing new technologies and international know-how. Continuous

thrust for development of new/improved products that provide cost effective solution and create value for its

of its domestic turnover for the year. As a business

ance customer satisfaction. This has resulted in

new markets.

;ets and intrinsic strength of its parent company, Clariant

ihares with its customers by providing "Clariant Colour

information that help the customers upgrade their
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The Company believes that continuous development of knowledge, skill and competencies of its people is

imperative to build a motivated workforce, which has high trust and high values, to ensure staying ahead of the

rest. To be in line with its customer centric approach, the focus has been shifted from training to learning. Executives

in service functions are being sent in market place for better understanding of customer needs and learning the

business practices with a view to adapt to the customer needs,

That is how in a very difficult market environment the Company has been able to manage its customers. Its

financial performance is testimony of its customer centric approach and its growth in business segments in which

it operates reveals its strong bond with its customers.

house developeS eljippess strategy:and established

resulted into effective communication
'• ,-:

in order processing.
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Textiles....

Growth in textile industry to a large extent is

influenced by fast changing fashion and trend, value

addition by improving the performance of fabric and

introduction of innovative concepts that make

appare more appealing, Dyes and Speciaty

Chemicals pay vita role in making the fabric more

attractive and performing and thereby creating value

for the texties.

The growth for Clariant (India) Ltd,, comes from

its passion. It is the ability of managing with customers

that drives growth for the Company. In difficult times

for textile industry, customer management requires

series of actions to improve the reationship and to

keep customers stay with Clariant (ndia) Ltd., as a

part of its ongoing strategy to continuously upgrade

and introduce innovative products and processes,

always keeps in touch with changing fashion and

trend. Winning customers in a competitive market

environment is possible only through continuous

process of confidence building and confidence can

be built only when there is proper understanding and

share of concern, One of the long associated

esteemed customers Madura Coats Ltd. expresses

its confidence by rating Clariant on top for consistency

in quality and reliabi ity of services. Yet another

important customer Mafatlal Burlington Industries

Ltd. expresses that its long association is the

certificate of the quality and services provided by

Clariant.
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Clariant's textie dyes have been serving the textile industry with high quality and performance in all product

categories for over 50 years. Its Drimarene® range of dyes for dyeing cotton fabric are popular not only for its

beautiful pastel shades but also for consuming less water thereby improving cost efficiency during the dyeing process.

Foron® dyes for polyester fabrics now being used in Automobile industry have vibrant non-fading coour shades. In

pursuit to its commitment to the ecology and environment, the company has introduced eco-friendly solar dyes free

from banned and harmful amines and adheres Jo the interrMonal environment.

ith© value of fa

y properties

Clariant In

considerably incn

and antimicrobi.

Rayosans® protj

protection to the

such as mattresi

durability to uphol

and the bouncy fe>

coo er. Sustained market

a "
there,

highly satisfied witmwide range of

market requirements of jpterna
r

has been providing ̂ R all nefej, ,,$*
would like to thank/yiiin^partici

,* ««
have really heloVusft stan

Introduction of innovative products and processes is not complete by itself unless

this meets the requirements of the customers, Clariant (India) Ltd. always considers that

providing solution to its customers is prime need to win the heart and keep relationship at

high esteem. Its technically quaified team of supporting executives remains always in

touch with its customers. The Key Accounts Management System (KAMS) thrusts the

responsibi ity upon the executives to take guardianship of all-important customers. Its

highly equipped technical support labs conduct trials and help its executives to de iver the

products, which meets the requirements. The company has developed electronic module $
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Customer Development File (CDF) that provides total

transparency to the company and all its technics and

marketing force to understand the requirements and the

deveopment needs of its customers. This system is

supported by various management information too s such

as visit monitoring report, customer deveopment report

and distributor performance report for better

understanding of the customers and to create confidence

in serving them, In terms of K.G.Denim Ltd., a pioneer

in denim manufacturing, "Services from Clariant are

always from the top end of the drawer thanks to

dedicated & professional approach."

Truly Clariant (India) Ltd., considers al its customers

to be its partners in progress. The company shares

concern with those of its partners who wish to remain

afloat in a competitive industry environment, Its team of

highly experienced technical executives conduct process

audit at the customers premises to improve and optimize

processes by suggesting change in process time,

sequence and products in use to improve cost efficiency

in the textile processing and shares its success with them,

Making customers smile in competitive market is the

testimony of sharing its concern with its customers, Thai

is why the customer is always delighted and remains in

tie with Cariant, JCT Ltd. a renowned name in texties

expresses "Clariant (India) Ltd. through their analytical

and practical approach have regularly addressed our

queries well in time thereby contributing in a great

way in streamlining our processes."
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Paper....

Paper in all shapes and sizes with vibrant colour and potential of use for different purposes is part of

everybody's day-to-day life. While dyes impart vibrant colours, speciality chemica s adds value for g oss, whiteness,

softness, hardness, absorbency and water resistance. Chemicals give a smooth surface, prevent the print from

smudging, make sure that the printing colorants and ink do not run to form an unattractive blob and impart

antistatic properties.
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Clariant (India) remains committed for its customised products to serve its paper industry customers and

that is how it has been able to continue its growth momentum with cumulative average growth rate of over 20

percent during last 5 years.
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Leather....

Quaity is the sou of any product. To achieve

customer delight, it is imperative to have quality at its

best. Meeting customer perceived quality requirement

and at the same time being able to be cost competitive

is the major task the Company has to combat. It is the

quality that makes C ariant India's Business Unit Leather

stand apart in the market and help attract and retain

customers, supporting its passion to grow, The

Company averages its globa! connections and extensive

knowledge gained by its large technical team that always

remains in touch with customers. The company's state

of art technica labs and eather service centers set up

at close proximity to the market is capabe of taking

care of quality improvement needs of its customers and

providing right solution at right time,

Fashion is an expression of one's inner self in

terms of wearing. It refects the way one thinks, the way

one acts and the way one perceives himsef to be. t is

therefore, righty said that what is in one's mind is on

his body. Leather industry being

it is imperative for Clariant (ndia) Ltd. to understand the

exact requirements of its customers so as to carve its

new product from these sheer requirements. The

Company keeps in touch with changing trends and

fashions and shares its knowledge and new
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