
Growing our core 
knowledge base

Intellectual capital

Our strength rests on the key pillars of knowledge and insight. Innovation 
across a wide range of products and processes is a continuous journey for 
us. We have made significant progress in the way we operate in the last few 
years, and our overall efficiency curve has gone up remarkably. Automation 
and digitisation have taken over in large measure, minimising human 
intervention. Now we have a smarter, leaner ecosystem, which enables data-
driven decision-making and integration across the steel value chain. 

Strategic objectives

Stakeholders affected 
Employees

Customers 

Suppliers

Government 

Community

Material issues addressed 
 » Business growth 
 » Technology, product and process 

innovation
 » Promoting/protecting organisational 

brand
 » Water consumption and effluent 

discharge
 » CO2 emissions

Risks addressed 
 » Information technology/ cyber 

security risk

Strategic enablers SDGs impacted

SO1 SO3SO2 SE1 SE2

Digital readiness 
Customer Complaint Management 
System (CCMS) Process
We launched an online platform 
called Customer Voice Portal, ensuring 
seamless handling of customer 
complaints right from the start till 
the time our customer is satisfied. It 

will also help to track the following 
KPIs (Complaint PPM against sales, 
response time by a team for complete 
closure, and so on). These indicators 
can be considered as a measurement of 
customer experience. This is expected 
to improve customer centricity and 
responsiveness.

Variant Configuration (VC) to Test 
Certificate (TC) Process
We have partially automated 
this process and reduced human 
interference by 66%. The process 
ensured uniflow system from SAP, easy-
to-trace back approval oriented in case 
of deviations and eliminate chances 

of wrong heat and TC dispatch to 
customers. Overall, this helps improve 
customer experience.

Retrieval of Online Process Details of 
rolling mill from IBA Software
We can look at online process details 
and identify minor deviations or trend 
of parameters and act accordingly. 
Strand wise current, laying head 
temperature and other relevant 
process parameters can be retrieved 
and tracked online. Reheating furnace 
data to be incorporated. This cannot be 
retrieved through IBA software.

New Product Development (NPD) 
tracking: We introduced a tracking 
system, which enables us to retrieve 
sales, dispatch and production related 
details from SAP by unique sub-grades 
assigned for all new products, at any 
point of time. 

Designing new products
During the year, we made significant 
progress in new product development 
by launching 50 new products, of which 
several were made for the first time in 
India, substituted imports and enjoy 
single source.

50
New products developed  

H500+ crore
Improvement savings in 
FY 2020-21, contributing towards 
higher EBITDA 

Developing steel for 
tyre cord
Ms/ Sumiden Wire (Thailand) 
needed wire rod in coil form with 
special requirements. The most 
requirement for this order was 
inclusion type and rating. We 
used robust testing and other 
methodology to manufacture 
steel for the tyre cord first time 
in India and export. We delivered 
the trial lot during January 2021, 
which the customer accepted and 
approved further shipment of 
140 MT of the material.

Case studyProject Shikhar
Shikhar is an integrated project 
management structure that is 
helping the transformation of TSLP. 
The programme focuses on EBITDA 
improvement through the execution 
of ideas marked out for their potential. 
The Shikhar programme has gained 
momentum for more than two years 
at TSLP through a rigorous review 
process (weekly at the mentor’s level 
and monthly at the MD’s level). It has 
created a culture of performance 
through reward and recognition of the 
change drivers. In the current financial 
year impacted by COVID-19, Shikhar 
worked on various aspects of fixed 
cost and General Admin & General 
Works (GAGW) to ensure reduced 
expenditure and a healthy cashflow. 
Around 70+ new trials were conducted 
across the plant to establish the new 
operating paradigm (for example, 
reduced Primary Hard Coking Coal 
(PHCC) percentage in coal blend for 
coke, reduced fuel consumption in 
mills by usage of alternate fuels). In 
supply chain, we were able to increase 
our rake handling capacity up to 150% 
by improving the siding efficiency. 
In byproducts, several new products 
were developed from wastes such as 
sale of DRI Oversize (for the first time 
in the industry). The best practices 
were shared among the DRI units of 
Tata Steel Group through the newly 
formed Direct Reduced Iron (DRI, also 
known as Sponge Iron) Indian - Process 
Improvement Task (I-PIT).

Way forward
Going forward, our focus will be:

 » Collaboration with R&D facilities 
of Tata Steel for technical projects, 
innovation and characterisation of 
material

 » Filing of patents for new product 
development (NPD) and innovations

 » Facilitate separate tracking of NPD 
and innovation projects and sales 
analysis from NPD

 » Focus on first time in the country and 
import substitution products

 » Build database of competitor 
samples and results / analysis for 
benchmarking against best in 
country and best across the globe

 » Develop inhouse capability for 
customised test facilities to ensure 
critical product requirements.
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