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Approach

The IHI Group fosters business growth through an 
approach that provides safe products and services which 
not only satisfy customer needs and earn trust but also 
contribute to the development of society. The quality of 
our products and services forms a bond of trust between 
the IHI Group, customers, and society. Therefore, quality 
assurance is a social mission and a fundamental 
foundation of our existence.

Education/Awareness Building

• Employee Education
The IHI Group has put in place quality management and 
assurance systems to improve customer satisfaction 
according to our management philosophy that “human 
resources are our single most valuable asset”. We 
conduct stratified training mandatory for all employees as 
education and training to heighten awareness about 
product safety and improve skill level.
The new employee training program teaches the 
importance of a customer-oriented perspective at an early 
stage. Second-year employee training focuses on quality, 
the PDCA cycle, and work procedures. Third-year 
employee training emphasizes ethics, the environment, 
and safety as a manufacturing company. IHI raises 
awareness about internal rules and important laws and 
regulations through regular e-learning programs. Each 
business area also provides their own independent 
training systems.
We have also designed systems to raise questions about 
legal compliance for the purpose of raising employee 
awareness. These systems also strive to mitigate risk.
In 2019, IHI conducted quality professional training to 
cultivate quality leaders.

Number of Training Participants  
 (Unit: People, Scope: IHI and affiliated companies in Japan)

Item 2018 2019

Internal auditor training 105 74

Third-year employee training on 
quality management and product 
safety

352 314

Training seminars for newly-appointed 
foremen and assistant foreman of 
manufacturing divisions focuses on 
solving problems and achieving issues 
in quality management

101 316

Quality and product safety training
(Three courses with a total of six 
classes)

472 354

Professional quality training – 6

Initiatives

• Surveying Customer Satisfaction
The IHI Group surveys customers' satisfaction through 
questionnaires and other avenues to gain customer 
feedback. We determine and inquire about aspects 
distinct to each business, and then analyze and share our 
findings with all relevant divisions. This information helps 
us adapt efforts to improve in order to further heighten 
customer satisfaction.

• Ensuring Product Safety
The IHI Group considers the product life cycle to adopt 
systems that guarantee product safety. Through risk 
assessment that takes into account the product life cycle 
during development, we are able to build in measures 
that reduce risks as much as possible. Only then can we 
provide customers with information about any residual 
risk.

• Disclosing Product and Service Information
The IHI Group shares information about products and 
services through various mediums, such as television and 
newspaper advertisements and the company homepage. 
This information helps familiarize the public at large about 
IHI. We cooperate with all relevant internal departments 
to provide accurate factual information in accordance with 
copyrights, trademarks and all other relevant laws and 
industry regulations. IHI evaluates the effectiveness of 
these campaigns to find opportunities to improve.

Number of Law Violations  
 (Unit: Incidents, Scope: IHI and consolidated subsidiaries)

Item 2016 2017 2018 2019

Laws/regulations relating 
to PR activities

0 0 0 0

• Emerging Market Initiatives
• Providing Products Tailored to Emerging Markets
The IHI Group has been working with the Tsinghua 
Environmental Engineering Design & Research Institute 
to develop water processing technology since 1999. This 
new technology tackles water pollution in rivers, lakes, 
and marshes, which has become a severe problem in 
China. Research Institute for Environmental 
Innovation(suzhou), Tsinghua was founded for the 
purpose of spearheading practical applications of 
environmental technology, and it is currently helping us in 
our goal to commercialize this venture in the early 2020s.
In 2018, we established IHI SOLID BIOMASS MALAYSIA 
SDN. BHD. (ISBM) in Malaysia to drive the manufacture, 
export and sale of EFB pellets—a solid biomass fuel—
derived from palm Empty Fruit Bunches (EFB). In the two 
years since its founding, ISBM has striven to not only 
provide a stable supply of solid biomass fuel but also 
effectively use waste palm oil production processes and 
reduce the environmental impact.


