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Be The Customer’s First Choice
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Gustavo Padilha

Presidente
Shinagawa Refratarios do Brasil Ltda.

Refractories is the most fascinating business | have
ever worked for. | started working with Refractories
in 2014, after managing totally different business
(tempered and laminated glass for vehicles, wood
components for housing finishing and glass contain-
ers for food and beverages) around 20 years, | must
confess that Refractories business is by far the most
fascinating one.

Unlike other business activities, Refractories busi-
ness isn’t related only to products offer but also, and
mainly, total fit with customer’s needs. The same
product that works well for one customer, could
be a disaster for another customer due to their
specific operational conditions, their raw material
characteristics, and their final product specification.
This complexity turns our activity a prescriptive one
where Proximity with customers isn’'t an ethereal
concept, but a very concrete condition to survive, a
condition to keep serving this market.

Refractories business is a business in continuous
improvement and rapid development. To serve and
fulfill the needs of our customers, and be their First
Refractories’ Choice, we must continuously reinvent
our offer to promote an effective and perceived dif-
ferentiation, being part of a transformation of their
processes.
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All industries we serve will be undergoing major
transformations; 70 % of global GDP have committed
to becoming carbon neutral by 2050. Our custom-
ers’ Sustainable Development Goals represents a
New Industrial Revolution and Shinagawa, serving
directly all fundamental industries, has a very impor-
tant role on this. We are invited to use our Passion,
our Proximity and our Reputation on Refractories
business to provide solutions to be Customer’s First
Choice on this revolution.

Providing our customers with solutions means
moving from products to systems that bring together
our areas of expertise and enhance our presence
throughout the entire value chain; from the digital
information about sustainable performance provided
by our refractories know-how, advising and training
our customers, to materials recycling developments
and services focusing high added value propositions
for optimization and decarbonization of our custom-
ers’ processes.

I and the entire Brazilian team are very glad and
honored to be now part of Shinagawa group, a
company that has been in the same business with
us since their birth in 1875 - Refractories business.

Our relationship with Shinagawa started in 1990
with our first Transfer of Technology Agreement;
since then, our relationship and mutual respect has
only grown. We always used SHINAGAWA'’s brand
to convince our customers that we have technology
and knowledge to support their needs, but until
2022 we have been just a partner of Shinagawa in
South America. But now, we are the same Shinagawa
company, the one that has witnessed the history of
Refractories and it’s served customers’ industries for
148 years, that surely will write the next chapters of
sustainability and performance with our customers.

Our goal is to be Customer’s First Choice in
Refractories worldwide by fully utilizing our Proximity
strategy and Differentiated offer. We will keep
rewriting the history of Refractories!



