BLOG ARTICLE

Colorants Webshop – creating a
better customer experience

MUTTENZ, DECEMBER 22, 2021
The evolution of eCommerce has been rapid and enables levels of customer experience we could
only dream about even 5 years ago. Customers expect more flexibility, more reliability, more
transparency, and more speed. B2B customers are increasingly evaluating suppliers, not just
based on product performance and sustainability, but also on their reliability, and customer
experience.
David Howes is Head of Digital Commercial and explains how Clariant BU Pigment’s Colorants
Webshop helps create a better customer experience, and in particular, how a customer portal is
key to offering more transparency and better service to customers.
Many companies now offer a webshop, so why is the Colorants Webshop different?
In many ways our webshop is the same as other B2B webshops. It supports product search,
sample request, order confirmation and safety data sheet download. However, by integrating
systems used by our customer service teams, we can create a true customer portal providing
more real time information. For example, a personalized product catalogue, faster reordering, real
time order changes, delivery updates, as well as regulatory, safety and technical documents
relevant to each customer. It is a win-win for our customers who can make better decisions, but
also our customer-facing teams who can offer more proactive customer service supporting a better
customer experience.
How does the Colorants Webshop help create a better customer experience?
We set ourselves the challenge to offer a ‘one click’ experience to make the webshop as easy to
use as possible. With this in mind, we designed a homepage with frequently used functions and
most important information together in one customer view. Friction is frustrating, but it also
increases hidden costs linked to delay. Whilst we are not there yet, we aspire to make our
customers experience as frictionless as possible.
The proof of the pudding is in the eating. How do you know that customers like using the
Colorants Webshop?
There are two parts to a successful customer portal. Making it fast and easy to use, but
importantly, ensuring the information provided is useful for daily business. We ask every new user
to give us feedback 6-8 weeks after 1st login. We also display a customer thermometer on the
homepage which customers can use anytime to give us feedback. So far, the results have been
encouraging. 82% of users recommend the Colorants Webshop and see it as a value adding
service. When a customer uses it to order, it does speed up order processing, but it is completely
optional. The main benefit continues to be accessing relevant information, all in one place.
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In the last decade, online marketplaces have grown exponentially, as have the products
and services being offered. Why not just invest in B2B marketplaces?
We do use B2B marketplaces where it matches our needs, especially for customers with less
demand for pigments, and to promote our color solutions in new markets. For this reason, we
encourage our distributors to engage online, either through their own customer portal, or through a
B2B marketplace. Part of our digital strategy is to be more reliable through effective use of
technology and data. From effective sampling and selection of our color solutions through to
efficient delivery and integrated customer service. Something we cannot yet do through a B2B
marketplace, and why we continue to invest in our customer portal.
It sounds like you have overcome many challenges. What can we learn from Clariant BU
Pigments’ eCommerce journey?
We now have customers on the platform from every region we do business in. The biggest
challenge we faced was harmonizing the way we work across these regions to automate and
provide real time information that customers can trust. By rolling out region by region, it allowed us
to better understand cultural and regulatory needs. For example, the need for eSignatures in
certain countries, or translating into more languages to make it easier for customers to use. As a
result, the Colorants Webshop is now available in Chinese, English, French, German, Portuguese,
and Spanish. Rolling out gradually has allowed our teams to support personalized onboarding.
Perhaps another reason why 82% of users recommend the Colorants Webshop.
What advice would you give your customers or distributors who want to create their own
webshop?
Be curious, and appreciative when customers and customer service teams take the time to give
feedback. Some of it is common sense, like being more reliable, offering self-service, and
generally being more proactive. With advances in technology, this is now possible, but at the core
is listening to customers, and customer service teams who suggested new features which
otherwise would not have been added. I would personally like to thank everyone who has helped
us so far on our digital journey together.
What is Clariant BU Pigments planning next for the Colorants Webshop?
Last month we added the shelf life of our products and announced a new certified range of
compostable colorants to support biodegradable packaging. Next month we aim to show a real
time overview of price changes in a new price book. In 2022, we aim to further personalize the
customer experience by adding new features, such as notifications if a delivery is delayed, online
technical support, and communicating more innovation through the webshop. The more feedback
we receive, the more we improve, and why we encourage all our customers to register for the
Colorants Webshop. To help us offer a better customer experience.
If you are an existing customer of Clariant BU Pigments, please reach out to your Customer
Service Representative to register for the Colorants Webshop or click here for more information.
Visit Clariant’s blog hub ‘The Moleculist’ for more trending stories.
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“
Colorants Webshop – a customer portal offering more transparency and a better customer experience.

David Howes, Head of Digital Commercial at Clariant.
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Colorants Webshop - more transparency for our customers.

GLOBAL TRADE MEDIA RELATIONS
Stefanie Nehlsen
Phone +41 61 469 63 63
stefanie.nehlsen@clariant.com

Follow us on Twitter, Facebook, LinkedIn, Instagram.
Read our latest blog on The Moleculist.

www.clariant.com

Clariant is a focused, sustainable and innovative specialty chemical company based in Muttenz, near Basel/Switzerland. On 31 December
2020, the company employed a total workforce of 13 235. In the financial year 2020, Clariant recorded sales of CHF 3.860 billion for its continuing
businesses. The company reports in three business areas: Care Chemicals, Catalysis and Natural Resources. Clariant’s corporate strategy is
led by the overarching purpose of ‘Greater chemistry – between people and planet’ and reflects the importance of connecting customer focus,
innovation, sustainability, and people.

Blog article and photography can be downloaded from www.clariant.com or www.PressReleaseFinder.com.
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