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CSR Self-Checks by Suppliers to Identify CSR Risks [Results for last three years and targets]

FY2016 FY2017 FY2018 FY2019 Target

Request 
for self-
check

Number of self-
checks conducted 
in critical suppliers

Fujifilm 427 (Japan, 
China)

Fujifilm 262 (Japan, 
North America) 

Fujifilm 66 (Japan, 
Europe) Self-checks conducted 

by all critical suppliers in 
the high risk area: 100%
(Both FUJIFILM & Fuji 
Xerox)

Fuji Xerox 305 
(Japan, China, Asia, 
others)

Fuji Xerox 296 
(Japan, China, Asia, 
others)

Fuji Xerox284 
(Japan, China, Asia, 
others)

Results

Response rate or 
conformance rate 
(FUJIFILM)

92% 77% 53%

Response rate: 50% or 
more for FUJIFILM
90% or more for FX

Most critical items 
and the percentage 
of suppliers whose 
conformance rate 
is 90% or higher

94.1% for most 
critical items
56.9% for critical 
items

95.6% for most 
critical items
68.2% for critical 
items

93.7% for most 
critical items
74.6% for critical 
items

2.4.6 Response to Conflict Minerals
The Fujifilm Group is aware of conflict minerals*1 issues, the mining of which causes human rights violations and disputes, and 
clearly declares that it will not be complicit, directly or indirectly, in supporting activities related to such disputes and human 
rights violations. The Fujifilm Group manages minerals by following the five steps of the Due Diligence Guidance specified by 
the Organisation for Economic Co-operation and Development (OECD) to identify actual and potential adverse effects from our 
business activities and prevent or alleviate such effects.

Fujifilm Group's stance toward the issue of responsible minerals procurement    
URL: https://www.fujifilmholdings.com/en/sustainability/vision/procure.html

OECD 5 steps Fujifilm Group efforts

(1)  Establish strong company 
management systems

Procurement, sales, and HQ departments of Fuji Xerox that has strong requests from 
customers, have formed an intra-company structure to accurately track the origin of minerals by 
monitoring the relevant conditions. We are expanding this scheme throughout Group.

(2)  Identify and assess risks in 
the supply chain

The Fujifilm Group is not subject to reporting obligations based on Section 1502 of the Dodd-
Frank Wall Street Reform and Consumer Protection Act, as the Group is not registered with 
the U.S. Securities and Exchange Commission (SEC). However, we have more than one 
SEC-registered client corporation in some of our businesses and these corporations have 
requested our cooperation. Thus, we track mineral origins through monitoring our supply chain, 
verifying results, and identifying the country of origin following the procedures specified by the 
Responsible Minerals Initiative (RMI)*2. 
Fuji Xerox reports the investigation results to OEM product clients. Both FUJIFILM and Fuji Xerox 
address issues for other clients individually. 

(3)  Design and implement 
a strategy to respond to 
identified risks

Although it was possible that minerals from conflict areas had been used, there was no proof 
that any terrorist group was involved. Because there are recognized humane mining companies 
and organizations in the area, we did not withdraw the mineral usage uniformly.

(4)  Carry out independent 
third-party audit of smelter/
refiner's due diligence 
practices

The Fujifilm Group participates in the Responsible Minerals Trade Working Group of JEITA*3 and 
discusses RMAP*4 jointly with other companies. We encourage suppliers to use conflict-free 
smelters that are verified by RMI after a third-party audit.

(5)  Report annually on supply 
chain due diligence

The Fujifilm Group’s conflict mineral policies, measures, and results are disclosed on the official 
website.

*1  Minerals (tantalum, tungsten, tin, and gold) regarded to be problematic because profits may be used for inhumane purposes or its mining may 
infringe human rights.

*2  RMI = Responsible Minerals Initiative

*3  JEITA: Japan Electronics and Information Technology Industries Association.

*4  RMAP: Responsible Minerals Assurance Process.

Results for Last Three Years and Target

FY2016 FY2017 FY2018 FY2019 Target

Supplier response rate for conflict 
minerals survey (FX) 96.5% 100% 99.2% 95% or higher

Percentage of conflict-free smelters 
in conflict minerals survey (FX) 40.0% 46.2% 54.8%

Continuous improvement 
of conflict-free smelter 

percentage
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2.4.7 Efforts in Paper Procurement
As Fuji Xerox sells paper for printers and copiers, the company declares that it procures pulp from forests that are managed 
with consideration for the environment and human rights, avoiding any involvement in forest destruction and human rights 
infringements.
 To realize this, we established the Environmental, Health, and Safety Requirements regarding Paper Procurement. These 
rules specify paper quality standards for procurement, as well as selection criteria for material suppliers. Through these 
rules, we request material suppliers to pay attention to biodiversity and respect the rights of local residents in their business 
operations.
 We also hold an annual meeting of the CSR Paper Procurement Committee, chaired by the director responsible for 
procurement, in order to confirm the compliance status of existing suppliers and to select new suppliers.

Paper Procurement Efforts KPI

FY2016 FY2017 FY2018 FY2019 Target

Percentage of suppliers inside 
and outside Japan fulfilling our 
paper procurement requirements  
(Fuji Xerox)

100% 100% 100% 100%

2.4.8 Ethical Procurement Efforts in Logistics
The number of items delivered by courier services has significantly increased since 2017 due to continued popularization of 
internet commerce. This has caused social problems in logistic companies’ employees, such as long working hours by courier 
drivers, death from overworking, and environmental and safety issues caused by poorly maintained vehicles.
 Fujifilm Logistics Co., Ltd., which delivers Fujifilm Group products, has been requesting its logistics partners (primary 
suppliers) to cooperate in our ethical procurement for logistics since FY2009. Through such requests, logistics partners 
conduct CSR self-checks and if they identify that their conformance rate is less than 90%, Fujifilm Logistics visits the partner 
company to offer advice for correction.

Ethical Procurement Effort KPI in Domestic Logistics

FY2016 FY2017 FY2018 FY2019 Target

Percentage of companies with 
90% or more CSR self-check 
conformance rate  
(Fujifilm Logistics)

100% 97.4% 100% 100%

2.4.9 Collaboration with International Initiatives in the Supply Chain Area
The Fujifilm Group participates in international initiatives to meet the evolving global-level of production and procurement 
standards and deliver our products with confidence, valuing the importance of global CSR trends.　Below are the initiatives in 
which we participate in the supply chain area.

• Joint Article Management Promotion-consortium (JAMP)

JAMP aims to disseminate a system to manage chemical substance information and smoothly communicate such 
information across supply chains. FUJIFILM is a member of JAMP and our CSR-related director takes the role of the deputy 
chairman.

• United Nations Global Compact (UNGC), and its Action Platform on Decent Work in Global Supply Chains

Fuji Xerox signed Global Compact. The company is the only Japanese corporate member of this action platform and our 
Corporate Vice President responsible for corporate wide procurement signed the commitments recommended by the 
platform.

• Responsible Minerals Trade Working Group of JEITA

Both FUJIFILM and Fuji Xerox participate in the Responsible Minerals Trade Working Group led by the Japan Electronics 
and Information Technology Industries Association (JEITA), the industrial organization of the Japanese IT and electronics 
industry.
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2.5 Customer Relationship Management

2.5.1 Basic Approach for Customer Relationship
As we declare in our corporate philosophy, the Fujifilm Group aims to provide the best quality products and services which 
are safe, appealing to customers and provide them with peace of mind, by basing our management on Customer Satisfaction 
(CS).” In order to achieve customer satisfaction, it is important to obtain the views of a wide range of customers and to have a 
mechanism in place for effectively reflecting these in our products and services. For this purpose, we pay special attention to 
communicating with our customers at customer centers which are our point of contact with them. We aim to correctly grasp 
their views, as well as seek to respond in a speedy, kind, accurate and fair manner, and we are constructing a system to link 
these views to improvements in product development and our work processes.

2.5.2 Structure for Customer Relationship 

Mechanisms for Communicating with Customers

Customers

Top management’s CS activities
Decisions on companywide policies and methods for resolving

important issues by the Management Council, etc.

Integrated Customer Support Center

ISO 10002
Self audits based on the Complaints

Handling Management System

Employees who interface
with customers

Market
researches

Of�cial
website

CS program evaluations

Competitive
Benchmarking
CS Program

User CS Program

Daily customer communication
(complaints, claims, requests, inquiries, etc.)

Changes in the environment surrounding
customers, economic trends, etc. 

Customer evaluation

CS improvement activities by each core group
Improvement of operating processes based on remarks, opinions,

and requests; strengthening of product planning ability, etc.

Strengthening of relationships with individual customers; improvement of
operating processes based on remarks, opinions, and requests, etc.

CS improvement activities at customer contact points
See

Think
Plan
Do

CS Program (Improvement activities based on the CS surveys)

Complementary relations

The Two CS Programs Objectives for the Use of Survey Results

Competitive Benchmarking CS Program

Users CS Program

CS improvement activities extracted
from issues when compared
with competitive companies

CS improvement activities based on
individual customer evaluations

C
us

to
m

er
s

Activities linked to grasp the CS market position,
enhance our strengths, and improve on our weaknesses.

Promote improvements based on customer evaluations
and enhance relationships with individual customers.

Company-wide
improvement activities
as well as activities by
each site and function

S

P

DT
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