
RESPONSIBLE SALES & MARKETING POLICY
The basis for this policy is a commitment to Responsible Sales and Marketing including Social and Ethical Responsibility 
of the company towards its customers, stakeholders, and environment. The Company as a responsible corporate citizen 
values integrity, honesty, transparency, and safety of its people and environment. This policy is in lines with various 
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commitment to Responsible Sales and Marketing which includes Social and Ethical responsibility 
of the company towards its customers, stakeholders, and environment. The Company as a 
responsible corporate citizen values integrity, honesty, transparency, and safety of its people and 
environment. This policy is in line with various sustainability standards, such as ISO 26000, 

The policy should be followed in the same manner as the Company Codes, and commitments to 

Understanding the organization and its context

01. INTRODUCTION

02. CONTEXT OF THE ORGANIZATION

RESPONSIBLE SALES & MARKETING
POLICY

2

2.1
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Additives.

Our future strategic roadmap will emphasize incorporation of Responsible Sales and Marketing as one of the crucial sustainability initiatives. By implementing Responsible Sales 

evidence in the event of an investigation that the organization has taken all feasible steps to prevent the misconduct.

SCOPE AND APPLICABILITY

3. LEADERSHIP & COMMITMENT

RESPONSIBLE SALES & MARKETING
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Governing Body

leadership and commitment concerning the Responsible Sales and Marketing policy by:

aligned

scheduled intervals

Top Management

The Management shall attend various meetings and provide evidence of its commitment to the 
development and implementation of the Antitrust and competitive management system for 

commitment and leadership in accordance with:

4

3.1

3.2

A.

B.

C.

D.

E.

A.
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of the organization.

Ensuring that the resources needed for RSMS are available and discussed in formal/informal meetings.

encouraging the use of reporting procedures for suspected and actual breach of competition law.

Reporting to the governing body on the content and operation of the RSMS and of allegations of serious or systematic breach of competition law at the planned interval.

Advertising and Product representation principle

platforms. Every Business Unit is responsible for having a process to ensure an appropriate review of advertising and claims about its products and services.

B.

C.

D.

E.

I.

J.

4.1

RESPONSIBLE SALES & MARKETING
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and the like.

packaging, promotions, and all other platforms of communications.

process. 

Do not make claims that have not been approved or appropriately substantiated.

Do not engage in deceptive acts or practices or other unfair methods of competition.

Do not make false or deceptive statements about Company products or services.

Do not unfairly criticize or discredit a competitor or its products or services.

A.

B.

C.

D.

E.

I.

J.

M.
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Advertising and Product representation principle

advertising, packaging, and promotional platforms. Every Business Unit is responsible for having a 
process to ensure an appropriate review of advertising and claims about its products and services.

promotional materials, technical data sheets, product information sheets, user and maintenance 
manuals, videotapes, internet sites, social media, and the like.

manner in emails, conversations, contracts, sales materials, advertising, packaging, promotions, and all 
other platforms of communications.

Do not make claims that have not been approved or appropriately substantiated.

A.

4.1

B.

C.

D.

E.
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Do not engage in deceptive acts or practices or other unfair methods of competition.

Do not make false or deceptive statements about Company products or services.

Do not unfairly criticize or discredit a competitor or its products or services.

Product Sustainability

Deliver proactive and predictive product risk assessments

Identify and resolve product stewardship and regulatory incidents including processes to ensure appropriate escalation and rapid response

Enhance cooperation and communications across our value chain

I.

J.

M.

A.

B.

C.

D.

E.

4.2
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4.3

5.1

A.

B.

C.

D.

E.

Process

The mechanism to ensure accurate product information
i. The marketing communication department manages the website and social media, including working with website developers, posting regular media updates. All social

ii. Marketing communication team needs to take all the relevant product information from the R & D team and the marketing department for developing content for all

Quoting the Price 

their respective business heads.

Antitrust and competitive Principle

Company is committed to engage in a fair and vigorous competition, in compliance with all antitrust and competition laws and regulations globally. Certain business activities, 

distribution agreements, or unfair use of a strong market position to harm competition, may violate these laws and this principle. Because antitrust and competition laws vary 

Do not indulge in dividing the territories, customers and markets with the competitors

Do not agree with competitors to stop doing business with certain customers or suppliers

Do not get involved in discussions or interactions with competitors that may create the appearance of improper agreement

A.

B.
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Do not involve in restrictive supply and distribution agreement

Be careful when interacting with competitors at events such as trade shows, trade 
association meetings, or similar events. Consult with your business head before 
participating in such organizations or events to identify risks and get necessary approvals.

Consult with concerned authority before you consider any of the following arrangements

ii. Relations with or terminations of distributors
iii. Selective price discounting
iv. Bundling of goods or services
v. Restrictions on the resale of company products or services

termination from employment.

Ensuring our Business is compliant with the competition laws

Step 1: Identify the key competition law compliance risks faced by our business. Some 

Any employee who has contact with our competitors at any industry events or otherwise

I.

J.

5.2

A.

B.

C.

D.
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Step 2:

Step 3:

Respect and Protection of intellectual Property Rights

•

1. Recognizing that intellectual property is an important company asset and a strength of the company, we shall properly maintain, manage, and protect our intellectual

are results of advanced, creative Research and Development, and endeavor to protect our intellectual property rights through the entire global group.

11

5.3
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3. We shall assemble information concerning intellectual property rights generated from all Group companies, including overseas companies, as we strive to fully understand and
utilize intellectual property rights management as a Group.

4. We shall appropriately execute our rights in regards to infringement by third parties.

• Respecting the intellectual property rights of other companies

• Prohibiting the copying of other companies’ products

7. In the interests of fair competition, we shall not imitate the products of any other companies during the development, manufacture, or sale of our products.

relationship management system that is salesforce. All marketing people are expected to update the customer feedback fairly on the salesforce so that customer queries can be

• GFRC team/concern department team members will visit the customer to study and troubleshooting for onsite resolution of the complaint whenever required. The details of such 
visits to be re-added in complaint format.

• Based on the corrective and preventive action report (CAPA) from GFRC, the sales and marketing team will communicate to the customers.

• The Marketing/Sales team will take/provide feedback from customers against the corrective actions/feedback of complaints.

• The complaint will be considered as closed if no negative feedback (verbal/written) is received concerning complaint within one month

06. Customer Complaint handling and feedback process

RESPONSIBLE SALES & MARKETING
POLICY

 

An Group Company



13

decisions, personalize customer interactions, and focus on initiatives that improve customer

sight of our primary goal: making customers happy.

It is Company policy to comply with all applicable privacy and data protection laws. This 

customers, business partners, and others who share their personal information with us. Company 

Limitations on the collection, use, and disclosure of personal information.

• Notice – Company will provide timely and appropriate notice to individuals about its data
collection practices.

• Consent – Company will collect, use, disclose and transfer personal information only with the

07. Customer Information security

7.1
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• Purpose limitation
for the purposes for which it is collected. The company will not process personal information in a manner inconsistent with the purposes for which it was originally collected unless

• Direct marketing

• Transfers to third parties and other countries
that is disclosed to a third party or transferred to another country

• Quality – the company will take commercially reasonable steps to ensure that personal information is reliable for its intended use, accurate, complete, and, where necessary,

• Access – Company will maintain procedures to give individuals reasonable access to their personal information and, when appropriate, the ability to correct or delete inaccurate
or incomplete information.

• Security – Company will take commercially reasonable measures to protect personal information from loss, misuse, unauthorized access or disclosure, alteration, and destruction.

• Retention - Company will not keep personal information for longer than necessary or permitted by law • Empowering Consumers: The company provides consumers with the

completed or amended, as appropriate

• Disclosure mechanism: The company will disclose the identity and usual location of the person accountable for data protection in the organization, and hold this person
accountable for complying with the above measures and applicable law.

7.2 Accountability and enforcement.

• Accountability – the company will designate individuals within the company to be accountable for compliance with laws and related company policies.
• Enforcement – the company will provide internal controls for verifying compliance with laws and related Company policies and procedures.
• Complaint process – the company will provide a fair process for investigating and resolving complaints and communicate the process to the individuals.
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eliminate unsustainable patterns of production and consumption. The concept of sustainable consumption also encompasses a concern for animal welfare, respecting the 
physical integrity of animals, and avoiding cruelty. 

To contribute to sustainable consumption, company, where appropriate, should:

•
advice can be provided on how to modify consumption patterns and to make necessary changes.

•

08. Sustainable consumption

09. Responsible Sales and Marketing objectives and planning to achieve them

Responsible Sales and Marketing Objectives

Parameters

Zero

Annual Target

RESPONSIBLE SALES & MARKETING
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shall be reviewed in the management review meeting for the Company‘s commitment to continual improvement.

10.2

11.1 Resources

of these resources shall be reviewed during Management Review, Internal Audit Results & Interested parties Complaint Review.

sales and marketing

cases

Zero

Zero

Zero

100%

A.

B.

10. SUPPORT
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11.2 Competence

Responsible sales and marketing based on performance review and shall provide necessary training and on the 

provided.

The Company shall ensure that the necessary competence has been achieved and appropriate records for the 

and action taken shall be evaluated afterward. The competence and training shall also be evaluated and 
provided to the contract employees.

11.3 Awareness and training

policy, a copy of the policy shall be provided to them and they shall be advised that the policy is available on 

a copy of this policy shall be provided to them and shall be educated about its importance.

Training on this policy shall form a part of the induction process for all suppliers, business contacts, consultants, 

employees and third parties shall receive relevant training on how to implement and adhere to this policy.

A.

B.

A.

B.

C .
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documented information.

11.4 Communication

12.1 Ethics Committee

6. Company Secretary

11. WHO IS RESPONSIBLE FOR THE POLICY?

RESPONSIBLE SALES & MARKETING
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person in retaliation for, honestly and in good faith,  reporting a violation or suspected violation of 

he shall seek assistance from his Manager or seek advice from the Ethics Committee.

12.2 PROTECTION FOR WHISTLEBLOWING

Those who refuse to breach trust and competition principle or those who raise concerns or report 

encourages openness and shall support anyone who raises genuine concerns in good faith under this 

reporting their suspicion in good faith

Every person, to whom this policy applies to, is encouraged to raise their concern at the earliest 

to report such matter to the Company Ethics Committee. Similarly, if any third party believes that they 

address such concerns. The company shall not tolerate retaliation in any form against anyone for 
raising concerns or reporting what they genuinely believe to be improper, unethical, or inappropriate 

RESPONSIBLE SALES & MARKETING
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12.3 COMPLIANCE:

It is the responsibility of each of the employees and third parties to act with integrity and to ensure that they have read, understand, and comply with the policy. Besides, all 

of employment with the Company.

12.4 Monitoring, measurement, analysis, and evaluation

The operational control plan shall be prepared and implemented to identify measurement and monitoring activities needed to assure conformity and achieve improvement. This 

Coordinator shall be responsible for monitoring the system. The Company has planned and implemented the monitoring, measurement, analysis, and improvement processes 

13.1 Internal audit

out at least once in 6 months to:

RESPONSIBLE SALES & MARKETING
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13.2 Audit Report and Follow–Up

The Auditor shall prepare a non–conformity report on completion of the audit and the non–conformity shall be brought to the notice of auditee.

discussed in the management review meetings. The audit plan/schedule, audit nonconformity reports, and clause wise audit checklist shall be maintained as evidence of the 
implementation of the audit program and the audit results. 

13.3 External Audit

monitoring and measurement of its processes, products, and services needed to ensure conformity, our processes to resolve customer complaints, corrective actions, and a 

Assessment:

What to do if things go wrong:

commercial communication channels that have been established.
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13 .4 Management review

13.4.1 Top Management Review

The Responsible Sales and Marketing Management system shall be established and systematically 

13.4.2 Management review inputs

Committee members to attend the management review meeting with supporting documents related 
to agenda points to discuss in the meeting. Inputs to management review shall include current 
performance and improvement opportunities related to the items listed as under:

system

13.4.3 Management review outputs
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14.1 Nonconformity and corrective action

complaints. The concerned persons shall be informed of the disposal of non–conformity.

14.2 Corrective action

Considering the evaluation and aspects like costs of non–conformance, vs. action taken, random failure, customer satisfaction, etc. need for action shall be evaluated to ensure 

13. IMPROVEMENT ACTIONS:

A.

B.

C.
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Based on root cause analysis corrective action to be taken shall be determined. If it is applicable for other department then CAR form shall be forwarded to the concerned function. 
Necessary corrective action shall be implemented.

The results of action taken shall be recorded in CAR form and compared for results in non–conformity v/s results after the action is taken. If it is found unsatisfactory then the whole 
process shall be repeated.

meeting. 

14.2.1 
Coordinator shall take corrective action and maintain records of corrective action taken in Corrective action reports including the result of the action taken.

14.3 Continual improvement

C.

D.

15. POWER TO AMEND

A.

B.
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Annexure – I Glossary of Terms

Annexure I - Glossary

S. No.

1.

2.

3.

4.

5.

6.

7.

8.

9.

Abbreviation For

Board of Directors/ Managing Director/Director

Top Management

Responsible Sales and Marketing Management System

Corrective Action Report

Management Review Meeting

RSMS

NCR

CAR

MRM

RESPONSIBLE SALES & MARKETING
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Annexure II – Declaration by the Employee

Signature_________________ Date_________________

To,

In case of any violation or intended violation by any party, I will report immediately the same to you.

DECLARATION: RESPONSIBLE SALES AND MARKETING DECLARATION

RESPONSIBLE SALES & MARKETING
POLICY
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