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SURVEY SUMMARY

43 Direct Respondents

AFRICA BRAZIL LATAM N
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ANALYSIS

THREE SUB PARAMETERS

DELIVERY PERFORMACE (DIRECT CUSTOMERS) QUALITY OF UPL PRODUCTS & SERVICES PROFORMANCE (DIR CUSTOMERS) OVERALL COT PERFORMANCE (DIRECT CUSTOMERS)

Point Ordinal Scale Parameters Point Ordinal Scale Parameters Point Ordinal Scale Parameters

& Excellent Punctuality (Order to Delivery lead time) @ Excellent @ Quality of products e Excellent @ Politeness & Courtesy

& Good Quality of Packaging (Primary/Secondary/Tertiary) @ Good Resolving problems and issues timely and satisfactorily @ Good @ Order acknowledgement within 48 working hours from Purchase order date
Meets Expectations @ Timely complaints resolution

Meets Expectations Handling quality complaints efficiently

-
Product Labeling -
Needs Improvement @ Overall Supply Chain support to your products
-

Documents accuracy (document completeness, information correctness)
Timely submission of post shipment documents Unacceptable
Logistic condition of the goods : (palletization/container / truck load)

Meets Expectations

Needs Improvement Needs Improvement @ Proactive communication on supplies for orders placed to UPL

Unacceptable Overall Forecasting process Unacceptable @ Satisfactory answers to queries raised by you
a» Knowledge of products and services

4 TDUPL  CUSTOMER SATISFACTION SURVEY 2025 -26 B TDUPL  cusTomER SATISFACTION SURVEY 2024.- 25

CUSTOMER SATISFACTION SURVEY 2025 - 26

Delivery Quality of Overall COT
Performance UPL Products & Performance
Services

/) UpL CUSTOMER SATISFACTION SURVEY 2025 - 26
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S
DELIVERY PERFORMACE (DIRECT CUSTOMERS)

5 6

Point Ordinal Scale Parameters
&® [Excellent &® Punctuality (Order to Delivery lead time)
& Good & Quality of Packaging (Primary/Secondary/Tertiary)
Meets Expectations &® Product Labeling
Needs Improvement @® Documents accuracy (document completeness, information correctness)
Unacceptable &® Timely submission of post shipment documents
@® |ogistic condition of the goods : (palletization/container / truck load)

) UPL  CUSTOMER SATISFACTION SURVEY 2025 - 26 4
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DELIVERY PERFORMANCE (DIRECT CUSTOMERS)
% Strength ' ' |

FY 2025-26 77% 86% 95% 84% 79% 98%
FY 2024-25 80% 93% 100% 88% 80% 91%
7 ~
70% 1 28 l
60% : 23 2> :
50% | 20 19 I
40% H
30% A 3 10 3 g !
0% | 7 7 7 6 6 7 |
I I . I
10%
L il | K
0% i u . i
I Excellent Good Meet Expectations/I Need improvement Unacceptable
~
14l Punctuality (Order to Delivery lead time) H Quality of Packaging (Primary/Secondary/Tertiary)
El Product Labelling B Documents accuracy (document completeness, information correctness)
H Timely submission of post shipment documents M Logistic condition of the goods : (palletization/container / truck load)

) UPL CUSTOMER SATISFACTION SURVEY 2025 - 26 >
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QUALITY OF UPL PRODUCTS & SERVICES PROFORMANCE (DIR CUSTOMERS)

5 5

Point Ordinal Scale Parameters

&® [Excellent &® Quality of products

& Good @® Resolving problems and issues timely and satisfactorily
Meets Expectations &»® Handling quality complaints efficiently
Needs Improvement @® Overall Supply Chain support to your products
Unacceptable a@® Overall Forecasting process

) UPL CUSTOMER SATISFACTION SURVEY 2025 - 26 6

Public



S
QUALITY OF UPL PRODUCTS & SERVICES PERFORMANCE (DIRECT CUSTOMERS)

% Strength I A I How likely are you to

recommend UPL products to

FY 2025-26 98% 95% 95% 93% 84%

others?
FY 2024-25 100% 91% 93% 93% 89% -
16
70% I‘ \I s
60% 1 25 9 i 12
I 22 ”
50% - ! 1o
| 17 | 8
40% 3
: 13 " I <
30% 4 10 . i 4
20% I 7 7 I 7 2
I I 5|
o A | [ —— O
1 [5, 6] (6,7] (7,8] (8,9] (9,10]
~ -
Excellent Good Meet Expectations Need improvement  Unacceptable
1.2 8.50
Std Dev Averagpe
& Quality of products H Resolving problems and issues timely and satisfactorily
9
H Handling of product packaging and quality complaints H Overall Supply Chain support to your products Median
H Overall Forecasting process
) UPL CUSTOMER SATISFACTION SURVEY 2025 - 26 /
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QUALITY OF UPL PRODUCTS & SERVICES PERFORMANCE INDEX

60.00% 24
NPS SCORE

50.00%
40.00% 16 ( Promoter - Detractor)
e FY 25-26 [FY 24-25
20.00%
10.00% 3 21 31

Promoter Neutral Detractor

Promoter Neutral Detractor Total
(9-10) (7-8) (1-6) NPS SCORE %
FY 25-26 49%
Customer FY 24-25 59%
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OVERALL COT PERFORMANCE (DIRECT CUSTOMERS)

5 6

Point Ordinal Scale Parameters

&® [Excellent &® Politeness & Courtesy

& Good a® Order acknowledgement within 48 working hours from Purchase order date
Meets Expectations & Timely complaints resolution

Needs Improvement Proactive communication on supplies for orders placed to UPL

_
Unacceptable & Satisfactory answers to queries raised by you
o

Knowledge of products and services

) UPL  CUSTOMER SATISFACTION SURVEY 2024 - 25 9
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S
CUSTOMER SERVICE PERFORMANCE (DIRECT CUSTOMERS)

% Strength
FY 2025-26

FY 2024-25

18
I9

’
70% 5y
60%
50%
40%
30%
20%

10%

0%

100% 93% 95% 95% 98% 98%

100% 95% 91% 89% 96% 96%

27
25
23
20 20 1
15
5
4
1 2 I ’ | N 11
0 0O 0 0O O O
s I ll_, e

21
14 14 I

~ Excellent Good Meet Expectations” Need improvement Unacceptable

El Politeness and courtesy

H Order acknowledgement within 48 working hours from Purchase order date
H Timely complaint resolution

M Proactive communication on supplies for orders placed to UPL

W Satisfactory answers to queries raised by you

W Knowledge of products and services

) UPL CUSTOMER SATISFACTION SURVEY 2025 - 26

16

14

12

10

(o]

(o))

S

N

0

Overall rating to Commercial
Operation Representative

[5, 6] (6,71 (7, 8] (9, 10]
1.24
Std Dev 8.56 9

Average Median

10
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SATISFACTION INDEX OF CUSTOMER SERVICE

70.00% NPS SCORE

60.00%

( Promoter - Detractor)
50.00%

40.00%

FY 25-26 FY 24-25

30.00%

20.00% 3

10.00% - 21 26

0.00%

Promoter Neutral Detractor
M DIRECT
Promoter Neutral Detractor Total 0
(9_1 0) (7-8) (1-6) NPS SCORE %

FY 25-26 49%
FY 24-25 38%
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UPL OVERALL PERFORMANCE

JUPL

CUSTOMER SATISFACTION SURVEY 2025 -26

Count

(5, 6]

Direct Customers

(GI 7]

1.15
Std Dev

9

(9,10] (10, 11]

8
Average

8.0 Median

12
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UPL OVERALL PERFORMANCE INDEX

NPS SCORE
( Promoter - Detractor)

60.00%

50.00%

40.00%
FY 25-26 | FY 24-25

. . -

30.00%

20.00%

5
10.00% i
0.00%
Promoter Neutral Detractor
Promoter Neutral Detractor Total
(9-10) (7-8) (1-6)
NPS SCORE %

FY 25- 26 28%
FY 24- 25 28%

JUPL  CUSTOMER SATISFACTION SURVEY 2025- 26 13
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DIRECT COMPARISON

00

A

Competitors Parameters
& BAYER & Preferred business partner
@& CORTEVA @ (Customer Service Representative Promptness
@& SYNGENTA @® |[ead Time Post Order Confirmation
@& OTHERS @® Punctuality (Order to Delivery lead time)
a@® Overall Supply Chain support
a® Overall Quality of product
@»® Overall Packaging of Product
@® (Crop Protection Chemicals Suppliers Ranking

) UPL CUSTOMER SATISFACTION SURVEY 2024 - 25
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COMMENTS & FEEDBACK ( Direct customers) I

CAM AGRICULTURE_ CAMBODIA, SEA
Sales team is professional and handle customers complain very well.

CORTEVA _BRAZIL
Marina is an excellent Seller w/ great communication and always support the customer

IMASPRO RESOURCESE SDN BHD_ MALAYSIA SEA
Overall, the arrangement is satisfactory. We appreciate the opportunity for collaboration and continuous improvement. We

believe regular performance reviews, transparent communication, and joint problem-solving initiatives can further strengthen
our partnership and enhance overall efficiency.

ARD Unifert, IRAQ MECA
proactivity and responding quickly to the market changes, technical know-how, regulatory support and the delivery of the

goods on time

BELAGRI FOR AGRICULTURE, LEBANON MECA
UPL’s Customer Care representative consistently demonstrates availability, responsiveness, and a proactive approach in

supporting our requirements

FARMAGRO S.A., PERU, LATAM
Fast and clear delivery time, quick responses and support for complaints

16
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COMMENTS & FEEDBACK ( Improvement)

Cygnet Enterprises, Inc._NAM
Cardboard box quality from most manufacturers have been declining over the years and this is true of UPL's products as well. We see value in

quality packaging.

BELAGRI FOR AGRICULTURE- LEBANON , MECA
While delivery performance has been excellent, production planning can occasionally be challenging, particularly with regard to timelines related

to our ordering schedule and the product registration process.

CAM AGRICULTURE, SEA
Some products can't supply regularly unless production campaign, we some time need to place an order too long in advance. Once the market

situation changed, the inventories stuck, but need to import the ordered quantity. Shipping document sending should ensure we have enough time

to apply custom clearance in Cambodia side.

) UPL CUSTOMER SATISFACTION SURVEY 2025 - 26 17
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STRENGTHS & WEAKNESSES

DELIVERY PERFORMANCE

% Strength Quality Timely
of Product | Documents | Submission Trzrtlisopnort

Packagi | Labeling | (Accuracy) of Condition
ng Documents

Direct Customers

FY 2025-26 77% 86% 95% 84% 79% 98%
FY 2024-25 80% 93% 100% 88% 80% 91%

18
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STRENGTHS & WEAKNESSES

QUALITY OF UPL PRODUCTS & SERVICES PERFORMANCE

Resolving Handling

Problems & quality Overall Supply

Chain support to
your products

Overall forecasting

% Strength process

Issues Timely & complaints
Satisfactorily efficiently

Direct Customers

FY 2025-26 98% 95% 95% 93% 84%
FY 2024-25 100% 91% 93% 93% 89%

19
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STRENGTHS & WEAKNESSES

CUSTOMER SERVICE PERFORMANCE

% Strength Order

acknowledgement | Timely complaints

within 48 w.hours resolution
from PO date

Direct Customers
FY 2025-26 100% 93% 95%

FY 2024-25 100% 95% 91%

f) UPL CUSTOMER SATISFACTION SURVEY 2025 - 26

Proactive
communication
on supplies for
orders placed to

Satisfactory
answer to queries
raised by you

Knowledge of
products &
services

98%

96%

20
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ROOT CAUSES — WHERE WE ARE FALLING SHORT

Synthesized from open-text feedback across all 109 respondents

01 Supply Planning 03 OTIF Metric Integrity

o Supply delays cited as a pain point from Europe, Mexico and India plants

. NPLs supplv reliability is big challenge for India supplies . Multiple regions: current OTIF calculation does not reflect business reality
PPl . Y . g & . PP . o OTIF is calculated and shown during RSOP is not reflecting the delivery
. Seasonal demand is predictable — yet supply misses persist every cycle i ; h d cfacti
. . . quality performance nor the end customer satisfaction
. Lead times from India to WECA reaching 5—6 months PO-to-port . . .
. . . o OTIF is not matching with forecast.
. Planning process need to improve for regular products, work on lead-time
reduction
04 Communication & Proactiveness
o No clear SLA or stage visibility — commercial orders cannot be committed . Cross-region shioments poorlv coordinated — no automated status push
. MECA: 'Super frustrating — orders in hand but cannot commit to € . P poorly P
t ’ to commercial
customers . . o Chinese competitors explicitly praised for proactive, automated
o Need more agile and decrease all this internal approvals for the artwork .
d Code development communication
an . P o . J Improved logistic coordination and transshipment tracking
. SKU creation lead-time is very long, so it has to be shortened.

2 UPL



PRIORITY ACTIONS — WHAT WE MUST FIX

Ranked by

frequency of mention & business impact across 109 respondents

JUPL

Structured S&OP for Supply Planning

Rolling 90 Day supply visibility for Open Orders . Supply plan adherence with weekly deviation reporting to senior
leadership, NPL & Campaign Calendar Adherence

SLA Communication: Material Code & Artwork

Code Creation Lead time follow as 30 days for Commercial Codes, Implementing COPY route in commercialized
code creation process to improve timelines, New Packaging Development codes time- lines (90-120 days) and
GNPL Codes as per FTO & R&D recipe clearance. Artwork development timelines are 30 days including
development with Printer. KRA need to define for cross functional teams.

Automated Order Status Communication

Dashboard Order Status automation: Order Acknowledge - Schedule Confirm - Update - Loaded - Docs
Released, Fortnightly review calls with regions on constraint supplies communications,
Payment /LC / Import Permit clearance etc.

Logistics Delivery Improvement

Shipments Communications via OSR reports, Implementation of Project 44 hipment tracking, planned shipments
on shorter transit vessels, Transshipment containers tracking.

0-90 Days

90-120 Days for
Munch Copy codes

60-90 Days

30-60 Days
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