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Our customers are either traders or businesses that buy our 
products in bulk, as opposed to consumers that buy our branded 
products for domestic use.  Traders buy various volumes of bulk 
product to market to a wide range of users, while customers like 
Nestlé and Unilever, purchase our products for specific uses to 
make secondary products. Palm oil is made available to these 
customers in packs ranging from one to 20 cubic metres in 
size.  

Our customers have a wide range of uses for our products of 
palm oil, palm kernel oil, palm kernel meal and oleochemicals 
such as glycerine and methyl esters.  Chart 9.1 shows some 
of these uses, though we may not have full knowledge of how 
our products are ultimately used, especially those sold through 
bulk traders.  On the other hand, we have direct relations with 
industrial customers like Nestlé; in such cases, we know more 
about how our products are used and may work with these 
customers to meet their specific needs.

Chart 9.2 shows our revenue in 2011 based on the geographical 
location of our customers.  About 96% of our customer revenue 
comes from Asia but a certain volume of our products is sold in 
Europe and beyond. Our sales are mainly through traders as well 
as multinationals buying locally in Indonesia and then shipping 
products to their affiliates around the world.
 
In 2011, SMART received the Primaniyarta, the Indonesian Export 
Award, from the Ministry of Trade of Indonesia for the second 
year in a row. The award was in the category for Extraordinary 
Performance.

Managing thE tRadE with CuStOMERS
The wholesale trade of palm oil is facilitated by buyers, brokers 
and traders. At GAR, our traders meet brokers who introduce 

us to buyers of our palm products. In certain cases, our traders 
approach buyers on their own, depending on their relationship 
with the companies and individuals involved. The financial status 
of the buyers is then assessed to ensure that they are credible 
and financially solvent. The negotiation phase starts soon after, 
with us using either the spot or forward market price for the 
transaction or a specific price formula if the buyer is interested 
in a long-term contract with us.  As Chart 2.10 in the About GAR 
section shows, the price of palm oil has fluctuated considerably 
over the past five years, and this is the key factor affecting price 
negotiations with customers.  

After all negotiations are completed and the contracts are 
concluded, we start nominating the vessels needed to transport 
our palm oil to their final destinations, and the buyers provide 
letters of credit if needed. Depending on the payment scheme 
and contract, the oil is shipped out either by us or the buyer.

Chart 9.1 Uses for palm products

Chart 9.2 Revenue by geographical location in 2011
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Oleochemicals

• Bakery fats
• Biodiesel
• Biscuit cream fats
• Chocolate and coatings
• Cocoa-butter extender
• Cooking oil
• Dry soup mixes
• Ice-cream
• Instant noodles
• Lubrication
• Margarine
• Shortening
• Soap and detergents
• Specialty fats
• Sugar confectionery
• Textile oils
• Vegetable ghee
• Vitamins

• Biscuit cream fats
• Cocoa butter substitute
• Coffee whiteners
• Cosmetics
• Ice-cream
• Imitation cream
• Shampoo
• Shortening
• Specialty fats
• Sugar confectionery

Glycerine
• Cosmetics
• Explosives
• Food protective coatings
• Pharmaceutical products

Methyl Esters
• Detergents
• Emulsifiers
• Lubricants
• Metal processing
• Pharmaceutical products
• Plasticisers
• Plastics
• Textile processing

• Animal feed
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Managing the storage and bulk distribution of palm oil products is 
accomplished with the maximum concern for safety and product 
integrity. We adhere to the ISO 9001:2008 Quality Management 
System and the ISO 22000:2005 Food Management System. 
Their requirements are integrated into our Standard Operating 
Procedures, with all relevant monitoring and sampling processes 
in place. In addition, on-site inspections may be carried out by 
major customers such as Nestlé.  

GAR is a member of the London-based Supplier Ethical Data 
Exchange (“SEDEX”), a database of socially responsible 
suppliers supported by a number of global multinationals like 
Unilever, Nestlé and Kraft as they seek contacts and information 
on suppliers based in developing countries that adhere to 
internationally recognised sustainability standards.

Engaging with CuStOMERS tO find SOlutiOnS 
fOR SuStainablE PalM Oil
In 2010, we reported that the Greenpeace campaign against 
GAR was the most significant stakeholder issue facing GAR.
To address the issues raised by Greenpeace, we embarked on 
a collaborative multi-stakeholder approach to find solutions to 
produce sustainable palm oil. Key developments include our 
major partnership with The Forest Trust (“TFT”) to implement 
a Forest Conservation Policy (“FCP”) in February 2011 to help 
address issues raised by Greenpeace (see the section on 
Stakeholder Engagement).  

In addition, we have been progressing in our RSPO certification 
plans. To date, 58,144 hectares of plantations and seven mills 
under our subsidiaries SMART and PT Ivo Mas Tunggal have 
received RSPO certification.  This certification brings GAR closer 
to our overall target of obtaining RSPO certification for all our 
palm oil operations (as of June 2010) by December 2015, a 
target which we have engaged TFT to help us achieve.

As a result of these initiatives and supply chain measures that 
we have undertaken, Nestlé resumed palm oil purchases from 
the Company in September 2011, with Unilever following suit 
in October 2011. We view this as an acknowledgement of our 
ongoing sustainability commitments and efforts to find solutions 
to produce palm oil in a sustainable, environmentally and socially 
responsible manner.

In order to meet Nestlé’s Responsible Sourcing Guidelines 
(“RSG”), which seek to eliminate deforestation in Nestlé’s 
supply chain, we developed a joint action plan with TFT in late 
2010 to ensure that our subsidiaries could meet their RSG 
requirements. To ensure that oil delivered to Nestlé meets 
the RSG requirements, the plantations supplying Nestlé were 
subject to TFT’s assessments. SMART then implemented 
innovative processes and supply chain controls to ensure that 
the delivered oil is fully traceable from the supplying plantations, 
through processing and transportation to the Nestlé factory in 
Indonesia. This full traceability across the supply chain has been 
further audited by Nestlé-appointed TÜV Rheinland Group, a 
leading provider of technical services worldwide.

Chart 9.3 shows our differentiated supply chain for palm oil. 
This total traceability represents an important milestone in our 
journey towards sustainable palm oil production.

Our customers have indicated that they are encouraged by the 
implementation of our FCP with TFT. We have continued to 
engage our customers and stakeholders by sharing with them the 
progress of our High Carbon Stock forest fieldwork conducted 
under our FCP and other policies, such as our Social and 
Community Engagement Policy and Yield Improvement Policy, 
which are part of our holistic approach towards sustainability.
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Chart 9.3 End-to-end segregation of palm oil from plantation to customer 
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