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CUSTOMER
Relations

Traders buy various volumes of bulk product to market to a wide 
range of users, while industrial customers like Nestlé and Unilever 
purchase our products for manufacturing of secondary products. 
While we may not have full knowledge of how our products 
are ultimately used, especially those sold through bulk traders, 
we maintain direct relationships with industrial customers to 
continually meet their specific requirements.

As at 31 December 2012, about 90% of our revenue came from 
customers located in Asia while the rest was contributed by 
buyers from Europe and beyond. Our sales are mainly through 
traders and multi-national companies buying in Indonesia before 
the products are shipped to their affiliates around the world. 

We continue to strengthen our existing foothold in international 
markets and penetrate new potential export destination markets. 
Our products are sold in more than 70 countries, such as in Asia, 
Africa, Middle East, Europe and South America. In 2012, our 
export volume sales increased significantly by 12% compared to 
the previous year. This earned our subsidiary, PT Sinar Mas Agro 
Resources and Technology Tbk (“SMART“), the Primaniyarta 
Award from the Ministry of Trade of the Republic of Indonesia as 
an extraordinary exporter for three consecutive years.

MANAGING ThE TRADE wITh CUSTOMERS
The wholesale trade of palm oil is facilitated by buyers, brokers and 
traders. At GAR, our traders either meet brokers who introduce 
us to buyers of our palm products or approach buyers directly. 

Unlike consumers who buy our branded products for own 
consumption, our customers refer to traders, distributors, 
wholesalers, retailers, businesses in the food, catering, restaurant 
and bakery industries, and manufacturers who procure our 
products for commercial production of secondary products.

Our products of palm oil, palm kernel oil, palm kernel meal and 
oleochemicals such as glycerine and methyl esters have a wide 
range of uses. Chart 9.1 shows some of these uses. 

Palm oil
• 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

Oleochemicals
Glycerine
• Cosmetics
• Explosives
• Food protective 

coatings
• Pharmaceutical 

products

Methyl Esters
• Detergents
• Emulsifiers
• Lubricants
• Metal processing
• Pharmaceutical 

products
• Plasticisers
• Plastics
• Textile processing

Palm kernel oil
• Biscuit cream fats
• Cocoa-butter 

substitute
• Coffee whiteners
• Cosmetics
• Ice-cream
• Imitation cream
• Shampoo
• Shortening
• Specialty fats
• Sugar 

confectionery

Palm kernel meal

• Animal feed

Chart 9.1   Uses for palm products

Chart 9.2   Revenue by geographical location in 2012
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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. In our business, 
the crude palm oil price is the key factor in our negotiations with 
customers. Refer to Chart 2.10 in the About GAR section on the 
price of palm oil over the past five years.

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.

DELIvERING ThROUGh LOGISTICS EXCELLENCE
GAR has formed joint ventures with global transportation players, 
Stena Weco A/S and Stena Bulk AB to extend our distribution 
and logistics capabilities in reaching out to destination markets. 
This initiative will provide a holistic solution for GAR international 
transportation and secure greater and more flexible access to 
large shipping capacities. In addition, GAR has also built its own 
jetties and continues to expand its bulking facilities in strategic 
locations. 

As safety and product integrity are important in our management 
of storage and bulk distribution of palm oil products, we adhere 
to the ISO 9001:2008 Quality Management System and the ISO 
22000:2005 Food Management System. These 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.

MAINTAINING TRANSPARENCy wITh OUR CUSTOMERS
SMART is a member of the London-based Supplier Ethical 
Data Exchange (“SEDEX”). SEDEX is an online database of 
socially responsible suppliers supported by a number of global 
multinationals that access and analyse information on ethical and 
responsible business practices by various suppliers.

Through continual customer engagement, we keep our customers 
abreast of our initiatives and offer solutions to meet their specific 
needs and requirements that may evolve from time to time. 

ENSURING SUSTAINAbLE AND TRACEAbLE PALM OIL
We continue to strengthen our capabilities and standard operating 
procedures as we cater to the demand for certified sustainable 
palm oil in the supply chain. 

Together with The Forest Trust (“TFT”), GAR made progress in our 
Roundtable on Sustainable Palm Oil (“RSPO”) certification plans. 
As at 30 June 2013, 121,122 hectares of plantations including 
smallholder plantations of 21,418 hectares and 11 mills have 
received RSPO certification. This brings GAR closer to our overall 
target of obtaining RSPO certification for all our existing 433,200 
hectares of oil palm plantations and 42 mills (as at June 2010) by 
December 2015.

In addition, 171,586 hectares of our plantations, 14 mills, eight 
bulking stations and three refineries have obtained International 
Sustainability and Carbon Certification. In December 2012, our 

subsidiary PT Ivo Mas Tunggal received the Company’s first 
Indonesia Sustainable Palm Oil certification for 9,721 hectares of 
plantations and one mill in Riau, Sumatra.

While we remain committed to palm oil certification, we continue 
to engage our customers to find solutions to produce palm oil in 
a sustainable, environmentally and socially responsible manner.

Traceability marks an important milestone in our journey towards 
achieving sustainable palm oil production. We have developed the 
necessary standard operating procedures and work instructions 
for achieving traceability and segregation from estate through to 
refinery. The option for traceability and segregation can be applied 
as required by customers.

ENSURING DEFORESTATION FREE PALM OIL
Increasingly, companies are becoming aware that they can make 
an impact by introducing zero-deforestation policies requiring 
suppliers to produce commodities such as palm oil in a way that 
has a minimal impact on forests and the climate.  A good example 
would be the ’no deforestation’ commitments enforced by Nestlé 
in its Responsible Sourcing Guidelines for palm oil. More recently, 
oil refining and marketing company Neste Oil has pledged to work 
proactively with palm oil producers and other stakeholders to 
identify ways to prevent deforestation.

This trend in the marketplace points to the same direction which 
our Forest Conservation Policy is taking us, i.e. to meet the 
market demand for no deforestation palm oil. To ensure continual 
alignment with the needs of our customers, we will keep engaging 
them as we develop solutions for sustainable development.

PROGRESSING wITh CUSTOMERS ThROUGh R&D
To ensure we continually progress and meet the needs of our 
customers, we set up a Global Research and Development Centre 
(“GRDC”) at our refinery in Marunda, Jakarta in 2012. GRDC 
focuses on identifying new uses for palm oil in food through 
research and product innovation.  By the end of 2012, GRDC was 
supported by a team of 28 experts in edible fat products, culinary, 
and various food industries. 

To enhance our capacity in research and development, we are 
building a new R&D facility in Marunda. The facility is expected 
to be ready in 2014.

Analysing refined product at our refinery in South Kalimantan.
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