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Customer Relationship Management

Purpose

At UPL Limited, we are committed to building long-term, trusted, and value-driven
relationships with our customers across all geographies and business segments.
Through our Customer Relationship Management (CRM) framework, we seek to
understand customer needs, provide timely support, gather meaningful feedback, and
continuously improve our products and services. We strive to deliver a customer
experience founded on transparency, responsiveness, fairness, and mutual respect.

Customer Communication and Support Channels

UPL provides multiple accessible channels through which customers can seek support,
raise concerns, request information, or share feedback. These channels are designed
to ensure prompt engagement and effective resolution of customer queries.

Customers may contact UPL through:

« WhatsApp-based Chatbot for instant assistance, information requests, and
issue reporting.

o Direct Email Contact through designated customer support and business unit
email addresses.

o Dedicated Phone Line managed by customer service representatives for real-
time support.

e In-Person Visits UPL is very much flexible or receiving and documenting
complaints directly through in-person interactions, understanding customer
concerns firsthand.

These channels are monitored to ensure timely response, efficient issue resolution, and
continuous customer engagement.

Integration of Customer Feedback into Product and Service Development

UPL recognizes customer feedback as a critical input for innovation and continuous
improvement. Feedback received through customer interactions, surveys, technical
service engagements, complaints, digital platforms, and business reviews is
systematically evaluated and shared with relevant functions.

Customer insights are incorporated into product and service development through the
following process:

1. Collection of customer feedback through designated communication channels.

2. Categorization and analysis of feedback based on product performance, service
quality, safety, usability, sustainability attributes, and customer expectations.
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3. Periodic review by cross-functional teams comprising Commercial, Technical
Services, Research & Development, Manufacturing, Quality, and Product
Management functions.

4. Identification of improvement opportunities and prioritization based on
customer impact and business relevance.

5. Implementation of product enhancements, service improvements, process
optimization initiatives, or development of new solutions.

6. Communication of significant improvements and actions taken, where
appropriate, to customers and relevant stakeholders.

This approach helps ensure that customer perspectives contribute to the ongoing
evolution of UPL's products, services, and customer experience.

UPL maintains a structured complaint management process with a strict non-
discrimination against caste, creed, religion, disabilities etc to ensure that customer
concerns are addressed effectively, transparently, and in a timely manner.

Customer Complaint Handling and Resolution Process

Customers may submit complaints through any of the designated communication
channels mentioned above. The complaint is reviewed and assigned to the responsible
function or business team for investigation and taking the necessary action wherever
required. UPL is committed to maintaining transparency throughout the complaint
resolution process. Where delays occur, customers are proactively notified of revised
timelines and reasons for the delay.
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