
CUSTOMER CASE

Neste Oil to strengthen its REACH communication
with REACHWAY™ Dialog

Summary
Customer:  Neste Oil
Fields:  Oil refining, renewable fuels, oil retail, special products and shipping
Turnover  EUR 12,103 million (2007)
Personnel:  4,800 (2007)
Main market areas:  Europe, North America
Contacts in supply chain:  several thousand
Chemicals and products being used subject to REACH:  thousands
The company itself intends to register:  50–100 substances.
Challenge:  Securing efficient communication of the supply chain and own
supply of information to ensure success with REACH
Solution: REACHWAY™ Dialog
Benefits:
– Manageability, traceability and conformity of the communication of the
  REACH supply chain
– Securing future business operations
– Improving customer satisfaction
– Reducing the workload
– Speed of implementation of the system
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With REACHWAY™ Dialog the supply chain communication will become a controlled unity".

Ensuring fluent communication in the supply chain will be one of the most significant challenges when thousands of
companies are preparing themselves for the REACH regulation and the changes it will cause in the chemical market. These
communication needs, which affect every company in the supply chains of chemicals and products, have been taken
especially carefully into account also in the implementation of REACH by the oil company Neste Oil.

Neste Oil handles several thousands of substances subject to REACH, there are thousands of contacts in its supply chain,
and the company itself is planning to register 50 to 100 substances. Therefore, implementation of the REACH communication
will not be a simple task. The company noticed, at an early stage, that in the REACH era, a separate tool will be needed
to ensure the flow of information in the supply chain. The solution was found in REACHWAY™ Dialog.

“We looked for similar tools on the market, in order to manage REACH in a modern and efficient manner,” Product
Stewardship Manager Seppo Loikkanen explains, as he describes the criteria of selection.

E-mail was not sufficient

Neste Oil’s focus is traffic fuels, but the company also trades in other oil products. It was clear from the beginning that
success with REACH would demand specific company activity.

“We have had a positive attitude towards REACH, and preparations for it were started as early as possible,” Loikkanen
describes the company's stance towards the new regulation.

The company must ensure its environmental values are reflected when dealing with the obligations of REACH, but there
are also business reasons which have a subtle influence. The active REACH policy and subsequent information can also
provide the company with a competitive edge.

“By preparing well, we improve our opportunities to be able to use REACH to our advantage in the future,” Loikkanen
believes.

“With REACHWAY™ Dialog, information can be integrated more efficiently into use, and therefore bringing more benefit
for the company,” says Team Leader, HSE Paula Karjalainen.

Supply chain communication by e-mail would have been extremely challenging, not least because the fact that such a
large amount of information would have been difficult to manage. The REACHWAY™ Dialog database solves this problem,
ensuring that the data needed is always easy to trace.

“The advantage of Dialog is that communication becomes a controlled unity, and questionnaires can be made systematically
in the same format,” Karjalainen explains.

REACHWAY DIALOG
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Complexity of supply chains as a challenge

Neste Oil conducted the first REACHWAY™ Dialog questionnaires at the end of 2007. According to Karjalainen, the traditional
uses of oil products are already well known. However, some of Neste Oil's products have other, more varied uses - and
the company wants to verify these uses through questionnaires.

The need for reliable and efficient communication is particularly emphasised by the fact that all supply chains have several
levels and the network between companies is complex. A particular challenge Karjalainen sees in the information on the
methods of use of the customers, is that most products pass through a long supply chain before they reach their final
destination.

“With Supplier questionnaires we receive information from our suppliers on whether they intend to register the chemicals
we are buying now. We need to find out if we can buy them from the same suppliers in the future as well or whether we
have to find other supply channels,” Paula Karjalainen emphasises.

“On the other hand, we want to make it clear to our own customers well in advance which products we will still stock in
the future. Later on, we start to gather information on use and exposure in the supply chain. And finally, the customers
have to be provided with information on safe use,” she says, describing the progress of the communication process.

Results with less work

According to the experiences of Neste Oil, use of the Internet-based REACHWAY™ Dialog is effortless, and it does not
require any special expertise.  “The implementation of the application was easy as well," says Paula Karjalainen.

"To use this application you do not need to study any manuals. Implementation did not require any long-term training,
nor did we need to think whether the system is compatible with our IT. Implementation of many other systems requires
installations and takes a long time,” she says.

Dialog also reduces the workload of a multiphase communication process, because with its ready-to-use question libraries
it is easy to ask the right questions of one's supply chain.

“The application saves a lot of time especially when you are dealing with an extensive questionnaire. I would say that it
requires only about half the work if you compare it with trying to get answers by just phone and e-mail.”

However, Neste Oil has noticed that questionnaires dealing with the conditions of use of chemicals easily get lost in the
information flow, if it is not made clear for the respondents in advance why answering them is so important for both
parties. Therefore the communication needs and applications of REACH need to be known well also in the sales department
of the company.

“The role of sales in motivating the customers to answer is of utmost importance,” Karjalainen points out.

REACHWAY DIALOG
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The amount of questionnaires is increasing

A proactive attitude towards the REACH communication is commonly considered as a decisive factor as regards the future
of every company preparing itself for the regulation. Problems may arise if, for example, a supplier importing from outside
the EU suddenly ends the importation of a chemical important for a company, or a supplier higher in the supply chain is
suddenly left without a critical component of its product.

The hub of Neste Oil's preparations for REACH is customer service perspective. “Customers need the obligations of REACH
to be dealt with in a creditable manner. In the future it will be a requirement of the continuation of the business,” Loikkanen
emphasises.

Laboratory Manager Tomi Rechardt, who is in charge of the REACH communication of Neste Oil's subsidiary Neste Marketing

Ltd., emphasises the importance of functional communication application in customer relations.

“The fact that we conduct questionnaires related to REACH with a professional tool is of help for us. REACHWAY™ Dialog
is an easy method of taking care of the questionnaires,” he says.

More than just REACH

For Neste Oil, communication on the use of chemicals and safety to the supply chain is more than just compliance with
the REACH regulation.

“REACH is one part of our Product Stewardship; practice of making health, safety and environmental protection an integral
part of the life-cycle of the products,” describes Seppo Loikkanen.

It has been the company's continuous objective for decades, to develop products and technologies which are safer and
less harmful to nature. The active attitude of Loikkanen and Karjalainen towards chemical safety policy continues this
thinking.

“It is a natural part of our business operation to take well care of matters connected to health, safety and the environment
and to keep the risks under control. Communication in the supply chain is an integral part of this,” Karjalainen summarises.

REACH will create challenges for the company's operation for years to come. Simultaneously, as the obligations progress
and are defined, communication needs will also change in the coming years. This will greatly emphasize the importance
of the flexibility and continuous product development of the communication tool. Neste Oil has also been considering
whether the use of REACHWAY™ Dialog could be extended to other fields as well.

“The definite advantage of Dialog is that it is flexible and can be applied not only to REACH but also to other questionnaires,
when you want answers from larger amounts of respondents. It is an asset that you may use a tool for other purposes
as well.”
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