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Message from the Managing Director

I wirite this at & time when Maruti is ready to go public, Many
ngewr peroiple and instiutions ane &1 o join the Mansti famshy
i thi role of shareholdars,

Our public listmg s yet another chapler in the
migmenious Mandi story, This tirme, the goal is 1o dischange
wall the responsibilities of a listed company,

Indeed, as Maruli and as a markel lsades, wa are
always conacious of our special role in this country and the
nieseed for us fo raguilarty daeliver on diversa paramatars.
Leadership at birth
This company was bom 8o that middle class India could
awn a car thal was of contemporary design and quality and
affordable to v and run.

I have abways believed that Maruli was never maant to
b & small company, Size and spread were implied in its
lodty objectives. Leadership was infrinsic 1o its Vision. Ina
S@cior thal was recontibed 10 40,000 passenger Car umils
per year, Maruti alone aspired to reach 100,000 cars per
yieir in under five years,

This Vision reguired path-breaking work. Marutl sed
about nurturing & component industry n India, We did
that by supporting promising local entreprenaurs with
invesimant and long lerm contracts. Wilh Suzuki's halp, wa
gecured Japanese collaborators, Japanese lechnology
and Japanese managament practices for tham.

Dur partners have sined parnened in Mandi's growth
and prosperity, Today, when sections as diverse as global
car manutacturers and stock marke! analysts speak of tha
growwing stature of the Indian component industry, we
ligtin with pridi,

Growing up in the nineties

Even as Maruli worked on "back end” supply and
manufacturing issues, customars vilad with long wait isis,
That did nod maka us complacent. Throwgh the 189905 we
regularly brought new models and created now product
calegorias with the Zan, Gypsy and the Esteam. Despite
the overwhelming demand al home, Maruti has been
axparting consislantly since 1588 to keap our connection
with global levels of quality and cosl.

That period also saw Maruti esiablish a massive
network of sales and Sorvicl centres acrass the country.
As | said earlier, big ambition needed more than small
steps. To gel the Indian people to own a car, you had to
reach out to the farthest cormers of this vast and wondanul
counry. W did it at tha right time.

Economic reform and Opening Up brought new
opportunilies in the mid-ninaties. Uinfortunately, despite a
strong base and a large fund of customer goodwill, we
ware nod able to fully utilisa those opporiunities.

Global players enlanng with new products presentad
a challangs by itself. Reasons beyvond our control delayed
our imestments and new moadels. We ware forced o
concede a toehold 1o some of the new players.

Regaining ground

Fortunaialy, we ware back on track and by the late 1560s,
Maruti was ready to roll. A new plant raised capacity o
350,000 unils par annum. Batween Decambear 19949 and
Seplember 2000, we launched four new brands in thae
markeat and upgraded the engines of all the existing ones.

That caused a lemporary sathack 1o our bottomiine
and in 2000-01, wa went into the red for the first timea in
aur histon: Bul &5 far as the market and customans ware
concerned, our new models had cleared our backiog, as
il yvirie,

Arcund this time, we also improved the guality of
thi Marul serice netwark, |1 was no aasy lask. Hera
was a network acknowledged for its size, quality and
compatence - and wea wera asking for a revamp. But Maruti
and s dealershaps worked as ong 10 iNEROCECE M
practices and inarnalisa naw attitudes.

To me, Maruli's top position in Customer Satistaction
for threa years ina row in the J D Power Customar Survey
is only short-hand for one of the greal fransformation
slories in corporate India.
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Thix ather big story trom Mana in recent years is th
turnaround from a Loss of Rs 2690 million in 2001-02 to a
Mat Pralil of Bs 1045 milllion, @ a wear of Aat growth. Thal
year saw sharp improvements in quality and productivity,
bedhinhouse and at tha vendors end.

After 1,050 employees opted for a wvoluntary
refiremant scheme m 2001-02, the Producticn Vaolume
Par Emplovee in fiscal 2002 was 79 percent higher than
that in 1585,

The improvements of that year are now the loundation
for our Challange 50 initiative, undéer which we are
commitled 1o improving producthily by 50 parcent and
rediucing cosi by 30 per cent by 2004-05.

A basa for tomorrow

Increasingly, mealing the Indian ppople’s asperaton bor
four wheels goes much beyond the act of manufaciuring
and salling a car. 1l has 1o do with the quality of e 10al “car
ownership experience” ofiered tothe customer.

In all the hype today o persuade customers o go
ir Icer @ i G, WEle attentson has bean pakd o addnessing
a basic concarn of the Indian customer: resabe of his
exesting car,

With very few organized players in the pre-ownead car
mdrkel, & car cusiomer is at the meancy of tha unorgambed
market where he must eventually conclude his “ownership
axparigneg” with tha vwehicla,

Again, while the role of consumer finance in boosting
thee car industry ks widely acknowledged, the customer has
1o grapple with & mara of inlanes! rales, schames and
ambigueous terms and conditions before ha can hope to
arrnae at an informdd choece,

Similarly, the car insurance experience is often
associated with claim setibement procedurnes that may b
irksomee, time consuming and arbitrany.

Finally, @vin &5 CXporalEs omOrge as major
cusiomars for car companses, the car industry has few
solutions to offer them 1o escape the hassle of sanacing
and mainiaining their leet of vehicles.

We understand these needs of the Indian customer
and have, theredore, embarked on offering car inguranca,
car finance, leasing and flaal management sarices,
odended wamranty opbons and sale and exchange ol pre-
ownedcars,

Wea balieve thal thase araas will bring ws closer (o the
cusiomer, enhance the ownership experience of Maruti
vehicla owners, and be a source of compalitive advaniage
for us in the Indian market, They will also encourage repeat
purchase of cars by customens while direcily enhancing
rEranUE Oppdrtunitias lor our channel pariners.

Marti is unbguely positioned for this role. Brand
Maruti, more than amy othar car brand, naturally evokes
trust and relability among the Indan peophe,

| baliense that after the first flush of exciternent coinciding
with the entry of global players, the Indian car customer is
now increasingly able to appreciate the value of reliability,
trust and assurance that Maruti stands for. Qur initiatives in
improwing customer service, anhancing produciivity,
lowenng cosl and introducing new products and senaces
heve doubblessly contributed to this reverse trend.
Countonus
Our acute sense of India persuades us io believe that
there is a vast market out thare, walling to be tapped, The
panttration rate of cars in the country is an abysmal six per
thousand, halfl of Pakistan and Sri Lanka. That presenis
itsal &% a huge opportunity.

Mow, roads are finally happening in this country,
Whathar i is the Golden Cuadrilateral connecting the
rstros or the mural pathwaays, thang i3 nsiEhE Improsermient
on the ground,

Income growth s becoming mare widely dispersed.
Organized finance has become cheaper and mose
cormaarmEnE, All 1his will Boster demand 1oF cars.

Yat there are large parts of India where while
econamic prospanty has reached, organised private
sector finance has not, We are reaching out lo those areas
as well in close collaboration with State Bank of India
(SBI), the country's langes! bank.

S8l offers car finance at lowest rates, with the longeast
duralion and in morne aneas when companad 1o amy ofhar
bank in the country. Maruti, cn the other hand, has the best
entry-livel car beands. Togeher, this allkance looks sal o
drive the matorisation of India.

On April 18, 2003, we rolled owt cur four milligndh
vehicle. Even as we did thal, we were aware that our first
customer, who bought hés white Maruti 200 way back on
December 14, 1983, conlinues 1o drive it today, From such
enduring relaticnships does leadership evohwe,

b bt

Jagdish Khatiar
Managing Director
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All Indin Diealers Conference... kmmch of the "Ciustomers for Life™ theme: At the 2002 Dealers Conference, the entire Mo family
pledped o work cowards knoswing che conssemer better. It was the perfect plagform: to prat oar new credo o fractice.

Maruti
Our world

The 4 milliorith vehicle rolls osit: The 4 millioneh vefecle Muoruti B00: [n its 200k year and after mrammerable
sodling cait of the Mamuti plang has for greater sigmeficance evolutions, the Moruel B00 contmnuet 1o be ndia's
tham fause beirg a member. It symbolises the s the fovourite set of four wheels. In face, we sold over
cuesiomer has m owur brand and the ever-grosmnyg demmanad 21,000 mrdts i Mawch 2003 aboree, W expect i to
forr e cars aoreds India help 1es reach ot o meme and more customers in ihe

FealTE [0 L
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The Grand Vieera XL-7... Live the grand life: The flagship of the Mana Suzuki brond was Lnenchied in India in April 2003 Howsing a
Vi poavemplanit, the vehicle hay redefined the prosving SUV sepment in India with new ape mevling and lucieriows mteriorns

Suzuki

in picOTeEs

World-class production techndques: Wi have set benchmarks
apainan e et Swpakd preochaction faciliey io peg our prodhiciion
_I"L-II.'IJ-IH:'.'F. I:-l"t'hlhktﬂ-u"- emad mstems of meernarional levels. -J-I-lfd'_'l'. we e
the 180¢h larpest catenmokdle mufu:turrrin the wwerld e e

cornmatment bo snncvation and quoliny iekes ws even cler 1o our poals.
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Customer Bvenitsr Local-lewel evonts ane a key vool &1 coming closer to more than 3.5 million Marunl Samiski cicaomers: maral mekas’,
carmsvaly, mileape challenges, freasure lumts, we do them afl. We also manrain the Children’s Pork i New Dielhi, where regular events are
grpenized for ithe next periration of cor oumers!

Maruti Suzuki Call Cenire: Adoprion of the Liress o mosd India. relevans techmoliogre and switerns has alwarys been e corrbetiniie edge
The Manei Suzmds Call Cenere i an excellent example of our dedicarad cuispomes-conemic ahjreosich

- -

Ohnni Carge: The mudigmempose vam m Manetr's stnble comtmmises (o remvend deell. The Ciergo version of the Chnni has been specially
designed to meet the demands of both coumter and defivery comjwmies. It comes with an unbeatable combimnation of verumilisy ol an
extremely [ogr oot rl_f rlll.l.'l!b;"l'"'..lﬂl?.
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M | Nemnplsic ec 1 Mamaplese o L Mameplasr in

i Semielaction L el vt ptiad e w el e Aanife e
2000 2001 2002
o Exr]

The JII Power® Asia Pacific and NFO Axtomotive-Autocar India TCS Shady®® accolodess At Momisi Sieuki we believe the
cuspomer is king. And resles prove that ovr aatomers agree. Mo other car marker leader bas been awirded the No. [ Nameplate i
Crstomer Smifsfaction by 0 Powsr Asia Pacific, Momin Siereki fas mow done & thrice o s m 2000, 2000, end 2002 In the NFO
Asremative-Autocar India TCS Siudy 2002, austomers voted the Moaruri B0, the Zen perrod and the Esteemn ai leaders m their reipective

CinlegoTed

" b ]| MNameplae in Customer Sansfectes Three Years in s Bow | D Powcr Aada Pacific 2000- 2007 India Customer Satisfecion Indes Srudies J07 Srudy
based on 2 poanl of 3181 comumer seapons. wes jdpowstoop. ** NFD Automocive is o leading specialist in wesldwide ausomative eeicarch. The results of
MH Asomative-Autocar 200 India TCS ane based on the evalaarices of §, 143 cas owners ot 1 1o 3 monghs of swnenbip

: LT Il IR
M inance MJnsurance True{)/alue VAl
W Then raescioen i mandl poas
A bedler wiy o buy a car Thel ily Po-lneion opbon The wgn ta trust e Ensiireiia
The 360 degree ounership experience

Marati Finance. Maneii surence. Momii Tree Valee, Mengd NIN, Maruin Gensire Fimes, Mamuni Genume Accessories. 4 remge of
prochiects @l serviced i coter b0 every facet o phuste of cor ownership. Ik offfers something really valuabde: Monaei Peace off Mind
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Change your Life

In an indensely competitive scenario where consumer promonians were the order of the day, Momen Suneks set another benchmark
Wi announced the Change your Life Offer with high value gifts and prizes. The cash offer and the subsequent encharsizsic response
_f'mu'rl. consumers once agam raised the bar jor evervome else i the indusiry,
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Murneti Swziki vehicles are venoumed Jor offermg the Iowest totiel cost of ounership o customers. This fact has been expressed
effectively in oier Latest comporage commamication using a child playing seith his minianme Manai Siezuki car, He goes onand on
all diry amd nighe becawse, as he says, it does not vn o of petral! The compagmn has won heares while driving the poine home
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