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Editorial Policy
The Isetan Mitsukoshi Group has been issuing the Integrated Report since fiscal year 2018, with the aim of having all of its stakeholders, 
including its shareholders and investors, understand the story of its value creation, in which the Group continues to grow sustainably by taking 
advantage of its universal values and strengths. This Report has been compiled by integrating financial information and non-financial 
information and referring to materials including the Guidance for Collaborative Value Creation that was announced by the Ministry of Economy, 
Trade and Industry. We will issue this Report every year, refining it to make it a constructive tool for dialogues with all stakeholders.

The cover design represents the doors of a 

department store, which is the origin of the Isetan 

Mitsukoshi Group.

The Isetan Mitsukoshi 

Group will keep challenging 

itself to realize the hope 

which is enveloped by the 

light from beyond the open 

doors.
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Expansion of new
 

businesses

1960

2004

2009-

2009 ● Establishment of  
Hakodate Marui Imai

● Establishment of 
Hiroshima Mitsukoshi

● Establishment of  
Sendai Mitsukoshi

● Establishment of 
Takamatsu Mitsukoshi

● Establishment of  
Nagoya Mitsukoshi

● Establishment of 
Matsuyama Mitsukoshi

2010 ● Establishment of  
Niigata Isetan Mitsukoshi

● Establishment of  
Iwataya Mitsukoshi

2011 ● Establishment of  
Isetan Mitsukoshi

● Establishment of  
Sapporo Marui Mitsukoshi

Establishment of regional operating 
companies as spin-offs

2012-

2012-  ●  ISETAN MiRROR Make & Cosmetics
 ●  Isetan Haneda Store
2015-  ●  Isetan Salone
 ●  Isetan Salone Men’s

We open small stores focusing on the specific 
strengths of Isetan Mitsukoshi, aiming to increase 
points of contact with customers.

Opening of small stores

In this era of change, we have overcome several challenges by transforming ourselves.
Throughout its history, Mitsukoshi has accumulated experience through its customer-first principle and 

attempts to transform itself. The foundation of these activities is the spirit of cordiality, the willingness to 
work for the good of customers, which is something that has remained unchanged since our foundation.

Isetan also takes on new challenges by devising creative measures based on its customer-first principle, 
which it has held since its foundation. Against many different backdrops throughout Isetan’s history, we 
have continued to propose unique value involving clothing, food, and housing. While facing a tough 
environment, we anticipate changes in society and customer needs and continue to deliver rich and joyful 
experiences to customers. This policy is in the DNA of the Isetan Mitsukoshi Group.

History of Challenges Taken on
by the Isetan Mitsukoshi Group

●➍ Establishment of the New Fine Art 
Department (declaration)

●➋ In-store display of products (2nd floor of the 
main store)

●➏Mitsukoshi Hall

Establishment of 
Isetan Mitsukoshi 

Holdings Ltd. 
through business 

integration

2008

History of Mitsukoshi
Opening of Mitsukoshi Yofuku Ten

 (a western clothing store) ●➊
1888

In 1888, when signs of the westernization of clothes began to be 
seen, we opened a western clothing store ahead of others.

Beginning the in-store display of products for sale ●➋ 1895
We began to display products in glass cases, 

so that customers were free to look at and select them.

The Department Store Declaration ●➌ 1904
With the goal of transforming from a traditional kimono shop into a modern retailer, 

we declared our intent to transform our business into a department store, 
resulting in the establishment of Japan’s first department store.

Establishment of the New Fine Art Department ●➍ 1907
The New Fine Art Department was established in Osaka and Nihombashi. We create 

opportunities for artists to publish their work and deliver excellent culture and art.

Establishment of the Furniture Processing Department 1910
The Furniture Processing Department was established as the predecessor of 

Mitsukoshi Seisakusho, which designs and manufactures interior decor and furniture. 
This craftsmanship has been passed down to Isetan Mitsukoshi Property Design Ltd.

Completion of Mitsukoshi Main Store’s new building ●➎ 1914
A modern department store building in the Renaissance style 

was completed, with Japan’s first escalator and an elevator, 
and the first food department in a department store in Japan.

Opening of Mitsukoshi Hall (now Mitsukoshi Theater) ●➏ 1927
We opened Mitsukoshi Hall to help address the shortage of theaters 

at the time and contribute to the development of Japanese culture. 
It was the only theater in a department store.

Completion of Statue of Magokoro -Goddess of Sincerity- 1960
The Statue of Magokoro was installed in the central hall of the Nihombashi Main 

Store to commemorate Mitsukosh Ltd.’s 50th anniversary of the foundation.

Opening of New Nihombashi Main Store 2004
A new building was completed with a grand opening as New Nihombashi Main 

Store together with the main building.

●➊Exterior view of Mitsukoshi Yofuku Ten

●➎ New Main Store building at the time of its 
completion

●➌ A national newspaper 
advertisement announcing 
the Department Store 
Declaration.

History of the 
Department Store 

Business

History of the Isetan Mitsukoshi Group
2008   Establishment of Isetan Mitsukoshi Holdings 

Ltd. through business integration

Facing challenging conditions, including population 
decline and increasingly fierce competition from 
other business categories, we were forced to 
quickly and accurately identify the diversifying and 
more sophisticated needs of our customers, and to 
enhance our proposal and development capabilities. 
The two companies worked together to reform the 
supply chain and maximize the use of management 
resources. We integrated the businesses to take 
advantage of our respective strengths, enhance the value we provide to all stakeholders, and 
contribute to society while appreciating and respecting each other’s history and corporate culture.

Background and Purpose of the Business Integration

Business integration (news conference in 2007)

About the Isetan Mitsukoshi Group
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Launch of the Department Store Business

Koemon Nakamuta founded Beniya, the 
kimono shop that was the predecessor of 
Iwataya. It was renamed Iwataya in 1764.

Foundation of Beniya

A drawing of Iwataya when it was a kimono 
shop

Founder Tanji Kosuge opened a kimono 
fabric store. The store focused on obi and 
patterns, providing unique products such 
as kimono with the Goshuden pattern, and 
gained popularity.

Foundation of Iseya Tanji Kimono Fabric Shop

Iseya Tanji Kimono Fabric Shop

Takatoshi Mitsui founded Echigoya, a 
kimono shop. This shop was the first to 
begin sales based on cash payment and 
honest, fixed prices indicated on labels. It 
also started a business selling cloth in cut 
pieces according to customer needs, which 
expanded its customer base.

Foundation of Echigoya

Drawing of the Echigoya Draper Shop in 
Surugacho  Artist: Okumura Masanobu

Toshichi Imai, the founder of Marui Imai, 
opened a haberdashery near Sosei Bridge. 
He opened Imai Gofukuten (a kimono 
shop) in 1874.

Foundation of Marui Imai

Imai Gofukuten

16731673 1886188617541754 18721872

●➏Front entrance of the Men’s Building

History of Isetan

●➌ Standardization of a size system for women’s 
ready-to-wear clothing

●➎Kaiho-ku

●➋Teenagers’ shop

●➍�Opening of the Otoko-no 
Shinkan

●➊�The Shinjuku Main Store at the time of its 
opening

1933 Relocation of Isetan Main Store to Shinjuku ●➊
We relocated the main store from Kanda, where we were founded, to Shinjuku, 
a promising area where trade zone expansion was expected.

1956 Teenagers’ shop ●➋
We collected fashion items for teenage girls as a new category. 
It was at this shop that the tartan-checked paper bag was born.

1963 Standardization of a size system 
for women’s ready-to-wear clothing ●➌
We created sizes for clothing that fit the Japanese physique, 
in conjunction with other de-partment stores. 
These clothing sizes later became standardized in department stores.

1968 Opening of the Isetan Shinjuku Main Store Otoko-no Shinkan ●➍
As men became interested in fashion,
we opened the Otoko-no Shinkan (the new building for men), a first in Asia.

1968 Establishment of Isetan Data Center
Isetan Data Center was established as a data center to support systems 
infrastructure at Isetan.
In 2008, Isetan Data Center merged with Mitsukoshi Information Services to form 
Isetan Mitsukoshi System Solutions.

1988 Establishment of Isetan Finance
Isetan Finance was established as a credit card company to provide credit services 
for Isetan I Card.
In 2009, the company name changed to MI Card to issue the Group’s cards and 
provide credit services.

1994 Opening of Kaiho-ku ●➎
We opened the Kaiho-ku (liberation area), a space for sharing information.
The goal of this new initiative was the incubation of up-and-coming designers 
and the bringing of the products they designed to the world.

2003 Otoko-no Shinkan remodeled into the Men’s Building ●➏
We remodeled the entire building into a building for men 
who purchase and coordinate their clothes on their own, 
instead of having others choose and purchase clothes for them.

The Mitsukoshi Isetan Remote Shopping App was 
launched to enable customers, wherever they are, to 
purchase products from brick-and-mortar stores via the 
chat and video customer service within the app. 
Moreover, installing the Product Registration Feature 
enables customers to purchase products that is only 
available in stores, allowing customers to enjoy the 
shopping experience anytime, anywhere at their own 
convenience.

2020

Launch of Mitsukoshi Isetan Remote 
Shopping App

2018-

Aiming to further improve the value of some of the 
most valuable real-estate properties in Japan, which 
are owned by the Isetan Mitsukoshi Group, we 
strengthen the development of stores and commercial 
facilities from a medium- to long-term perspective, 
thereby increasing points of contact with customers.

Real estate business

FOOD & TIME ISETAN YOKOHAMA FOOD & TIME ISETAN OFUNA

2018  ● FOOD & TIME ISETAN YOKOHAMA  ●mi:ts KOKUBUNJI
2021 ● FOOD & TIME ISETAN OFUNA

We provide customers with new customer experiences by developing 
new online businesses that take advantage of the strengths of the 
Isetan Mitsukoshi Group.

New online businesses

2018 ●ISETAN DOOR
2019 ●meeco    ●MOO:D MARK by ISETAN
 ●Isetan Mitsukoshi Furusato Nozei    
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To be a “special” department store-centered retail group that enriches the lives of its customers
~ To gain the utmost support in high sensitivity, fine quality consumption, 

Vision

Opportunities  
and Risks

Future of the Isetan Mitsukoshi Group

Accelerating 
polarization of 

income and 
consumption

Irreversible 
acceleration in 

online sales

Rising 
environmental 

and social 
consciousness

Coexistence 
with local 

communities

Environmental 
changes caused 

by IT

Changes in 
customer 
structure

About the Isetan Mitsukoshi Group
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Expand and dominate in high sensitivity, fine quality 
consumption, providing the ultimate customer experience

Basic Strategy

To be a “special” department store-centered retail group that enriches the lives of its customers

Key Strategies

“High sensitivity, fine quality” 
strategy

1

 P.19

“CRM Strategy connecting 
with individual customers”

2

 P.23

“Intra-Group coordination” 
strategy

3

 P.24

Group Platform
Digital Transformation (DX)/CRE and Business Model Reform/Income and expenditure structure reform

Management Platform

System/data platform
Sustainability
Governance

Business management system
Human resources platform

with the pride of Japan and the ability to convey this around the world ~
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My name is Toshiyuki Hosoya and I am the President and CEO of the Isetan Mitsukoshi 
Holdings.

The department store industry has been facing a very challenging management 
environment for some time. Traditional department stores were the places where people 
went out with their families and friends and stayed for a long time to shop and eat as 
they walked freely around the store. They were focused on a mass marketing business 
model, which involved attracting a large number of customers to the store from a wide 
area in order to increase sales by customers walking around themselves once they arrived.

However, as the lifestyles of customers have changed with the times, values have also 
changed, and customers no longer visit stores with the conventional range of 
merchandise. Traditional mass marketing does not meet the needs of customers who 
want to be very discerning about what they consume for the products they care about, 
while at the same time being focused on function and price for other products they are 
not much interested in. Moreover, with rapid advances in digitization, customers now 
have so much information we cannot keep up with it. These days, many customers can 
use their smartphones to instantly search and compare the things they want. As these 
customers connect with such information on a daily basis, they have become increasingly 
sensitive to information, and when they come to the store, they only buy what they need 
and then leave. The old business model for department stores does not exactly meet this 
emerging trend, and my mission as president is to find a way to change this.

Our companies have a long history, with Mitsukoshi having been in business for 348 
years and Isetan 135 years in 2021. Throughout this history, both companies have held a 
customer-first principle since their founding. While facing changes in society and the 
environment in each era, we have continued to anticipate customer needs and enrich 

Creating a new business model for department stores

We aim to be a “special” department 
store-centered retail group that 
enriches the lives of its customers.

Providing exciting solutions for customers’ problems 
and innovative proposals for their interests.

P.03-04
History of Challenges 
Taken on by the Isetan 
Mitsukoshi Group

Director, President and CEO

Toshiyuki Hosoya

TOP Message
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their lives up until the present day. Now we are returning to this starting point with the 
aim of becoming a “special” department store that can provide exciting solutions for 
customers’ problems and innovative proposals for their interests, thereby creating a new 
business model as a department store-centered retail group of today.

I am going to discuss what we mean by “exciting solutions” and “a special department 
store.”

In November 2020, we suspended the previous Medium-Term Plan (FY2019 to 2021), 
due to the rapid changes in the business environment caused by the impact of the 
COVID-19 pandemic. We then announced a new framework for the Medium-Term Plan 
in May 2021, followed by the release of more concrete details, including numerical 
targets, in November.

In terms of our recognition of key environmental factors surrounding the department 
store industry, it appears at first glance that the size of the customer market will continue 
to shrink as Japan’s population declines, the birthrate falls and the population ages. 
However, statistics show that due to the polarization of income, both the high-income 
segment and households with significant financial assets are expected to increase in the 
future. In the long term, consumer spending as a whole is likely to shrink against the 
backdrop of a declining population, but there is sufficient room for further expansion in 
the future within consumer spending by changing the conventional business model for 
customers who make frequent purchases at department stores.

The strengths we have long cultivated through our department store business, and the 
unique advantages that each of us has built up as Mitsukoshi and Isetan will give us a 
competitive edge. The strengths of the Isetan Mitsukoshi Group are the value of the 
goodwill that our customers recognize and the customer base we have treasured 
throughout our long history. In addition, Mitsukoshi’s strength lies in its abilities to 
provide hospitality and customer service that meets individual customer needs completely, 
which are derived from its corporate culture of putting customers first. Meanwhile, 
Isetan’s strength lies in its merchandising capabilities, enhanced by a spirit of challenge 
that extends to manufacturing in order to attract more customers to stores based on its 
corporate culture of putting customers first, which is the same as Mitsukoshi. The year 
2021 marked the 13th year since the business integration between Mitsukoshi and 
Isetan, but we have not yet taken full advantage of our strengths. Combining the core 
strengths of the two companies will create the true synergies from the integration. This 
forms the basic concept behind our new strategy.

Backdrop to the formulation of the new Medium-Term Plan

P.17
Overview of the 
Medium-Term Plan

P.18
Medium-to long-Term 
profit steps and portfolio 
image

Our newly announced strategy describes the types of profit steps and business portfolio 
we want to achieve over both the Medium-to long-Term (10 years).

Let’s look first at the biggest goal of the Medium-Term Plan, namely the revitalization 
of our department-store business Here, we aim to achieve a record profit for the Isetan 
Mitsukoshi Group, with operating income reaching 35 billion yen in FY2024. Since I took 
up this post in April 2021, we have been thoroughly analyzing all our business units by 
“applying science to department stores,” and have linked subsequent plans for not only 
with respect to size of sales, but also in terms of whether they are attaining efficient and 
appropriate levels of profit. For example, we create regular profit/loss charts not only for 
stores, but for individual customer groupings. This response is not linked to a large 
mechanism but to spreadsheet software. However, it enables us to ascertain whether we 
are providing appropriate benefits in accordance with customer purchases, how and 
where we can spend money to please customers when they are shopping, and whether 
we can generate sustainable profits. This is just one example, but it illustrates how we 

The aim of our new strategy

About the Isetan M
itsukoshi Group
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use these methods to formulate strategies and promote discussions based on concrete, 
not subjective, analysis.

We seek to thoroughly improve and revitalize our department store business, which is 
our key strength, centered around three determined strategies that I will explain later. 
Meanwhile, we will strive to create profitable business models in the long-term for each 
of our Group businesses, centered primarily on real estate and finance by maximizing the 
appeal of department stores, creating as many customer fans as possible, and sincerely 
responding to those customers’ needs. As a result of these efforts, in ten years, we are 
building a stable profit structure for the Group that will boast operating income of 50 
billion yen and a business portfolio in which the majority of businesses are not related to 
department stores.

Let me now introduce the three strategies in our latest Medium-Term Plan.

“High sensitivity, fine quality” strategy: For consumers who focus 
strongly on daily living and desire rich, high-quality lifestyles.

To change our business model, as I mentioned at the beginning, we need to shift our 
approach from mass marketing to personal marketing as soon as possible and listen 
carefully to the needs of each and every individual while responding to them.

For instance, we gave several new powers to our out-of-store sales staff to enable 
them to propose new purchases, but the most standout change is the new framework 
for encouraging cooperation between out-of-store sales staff and buyers. At both 
Mitsukoshi and Isetan, out-of-store sales staff have always been the industry’s most 
professional in responding to customers’ requests. However, there has not been any 
mechanism for direct collaboration with buyers, who are the product professionals. More 
specifically, when customers tell sales staff about the kind of items they would like, the 
information will be immediately shared with the buyers in the relevant departments. 
Many buyers will then all make proposals to customers. The unexpected quantity and 
quality of proposals coming all at once will be very exciting for customers who had 
previously been used to receiving proposals based on the knowledge of a single 
salesperson. This brings a feeling of amazement, leading to further expectations of 
wanting to hear more professional proposals or wondering whether another item that 
the customer would like is also available. In addition to sales, this means we will be able 
to expand into direct marketing with our buyers listening directly to the voices of our 

P.19
“High sensitivity, fine 
quality” strategy

TOP Message
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customers. It will also be helpful for future product lineups, and make customers happy, 
creating a mechanism for lasting synergistic effects.

To make stores attractive, we have to provide proposals that are perfect for customers; 
otherwise they do not even come to stores, unlike the days when they came to walk 
around stores. The same applies to both store stylists (sales clerks) and the out-of-store 
sales staff I mentioned earlier. In addition to having special product knowledge, it is also 
becoming necessary to understand, curate, and propose all kinds of things from the 
customer’s perspective.

Meanwhile, we also need to adapt to the differences in the way each customer shops. 
One of these ways is the customers handled by out-of-store sales staff. The question is 
how we increase the number of these people who account for a certain portion of Group 
sales. Besides purchasing from us, these customers buy goods or use services in various 
other places. There is definitely a fine quality market, and we want to dominate that 
market. For example, we can identify products and services that we do not currently 
handle by listening to customer needs through the direct marketing I mentioned 
previously. With a spirit of professionalism in making things, we would like to step in and 
commercialize such products and services. We refer to this as attempting “industry 2.8.” 
The important thing is to crystallize the needs of our customers into products, rather than 
unilaterally creating products that we want to sell. We believe there is still plenty of 
potential for us to provide items outside the range of those currently handled by 
department stores, based on the peace of mind offered by our goodwill in a new 
relationship with customers.

Next, we need to consider our MI CARD member customers. By creating admiration 
and empathy for stores, particularly the Shinjuku and Nihombashi main stores, among 
these individual customers, our aim is that they will want to go to Mitsukoshi or Isetan 
once in a while. We will propose high sensitivity, high touch services so that they will 
always choose us when they want to buy a luxury brand bag or a nice watch once a year 
or fine quality cosmetics once a month. To achieve this, we will make each of our stores 
in cities across Japan into mother stores with small stores connected to them like satellites 
and further support customer needs using digital technology.

The remaining two groups of customers are the millennial generation and inbound 
tourists. The millennial generation has not been very interested in department stores to 
date, but we will also focus efforts on this generation to make them lifelong fans of 
Isetan Mitsukoshi.

The millennial generation has grown up in an age where digital technology is the 
norm, and their values, consumer behavior, and lifestyles are very different from the 
generations before them. We will continue to actively reach out to this generation as our 
digital strategy now provides us with the necessary means. For example, an overwhelming 
majority of the users of meeco, our cosmetics website, are actually millennials. In 
addition, both REV WORLDS, our new customer experience app launched last fiscal year 
to allow users to enjoy conversing and shopping in a virtual urban space, and our remote 
shopping app are widely used by millennial customers. These various digital initiatives are 
no doubt forming new points of contact with our customers. I believe that pursuing this 
kind of digital approach to attract not only millennials but also many other customers 
who have not had much to do with department stores in the past is an important 
strategy that will enable us to differentiate ourselves from other companies. As I have 
described it so far, it may seem that “our high sensitivity, fine quality strategy” is only 
concerned with very wealthy customers. However, this is most certainly not the case. 
Whoever the customer, we will strive to respond properly to those who want to 
experience highly sensitive, fine-quality consumption, and encourage admiration and 
trust. We believe this is very important for us to become more deeply involved in the lives 
of our customers in the future.

The meaning of the word “special” in our vision expresses this series of ideas. We 
intend to be the number one and only one department store that can also communicate 
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itsukoshi Group

M
edium

-Term
 Plan

Corporate G
overnance

Sustainability
Data and Inform

ation
TO

P M
essage

TOP Message

INTEGRATED REPORT 2021 10



P.23
“CRM Strategy connecting 
with individual customers”

P.24
“Intra-Group 
Coordination” Strategy

Making the strengths of department stores into Group-wide 
advantages: “Intra-Group Coordination” Strategy.

We will use the first two strategies that I have just explained to first strive to thoroughly 
revitalize the department store business. I would now like to explain our “Intra-Group 
Coordination” Strategy as the next development phase.

Within the Group, there are a variety of companies involved in finance, system, logistics, 
construction and design, staffing and other areas. We are the only department store group 
with such a large range of companies. MI CARD, the Group’s credit card company, has 
approximately 2.9 million cardholders and has been yielding steady profits, with operating 
income of 4.8 billion yen even in FY2020 which was affected by the COVID-19 pandemic. 
The other companies also provide very distinctive solutions, and some of the companies in 
the construction and design business have a long established reputation within the industry 
for their capabilities, such as contracting for the interior design of ultra-luxury hotels and 
the Diet building. In the past, however, the Group has adopted a unipolar structure focused 
on the department store business, and the non-department store companies have been 
organized vertically, with each operating in isolation based on their own know-how and 
individual routes, and hardly any coordination. For example, MI CARD, which I mentioned 
earlier, also has great potential, which will be a key element in shifting the Group’s profit 
portfolio from the unipolar structure focused on department stores by further developing 
and expanding business. By unlocking this potential, we will firmly grow and expand each 
company with new content under the Isetan Mitsukoshi Group brand.

I will discuss the mechanisms for connecting with individual customers to support our 
high sensitivity, fine quality strategy. We want to increase the loyalty of customers by 
making the benefits we give them for their purchases more appropriate. To this end, we 
need mechanisms that can capture our customers’ data and provide services tailored to 
individuals. To date, we have only been able to capture this data through MI Card, which 
is issued by the Group. However, we have now started working to make it possible even 
for customers who use cash or ordinary credit cards through the use of digital IDs.

In addition, if customers who have a digital ID can appreciate the value in the 
differences of benefits with purchases, they will have MI Cards in the future, allowing 
them to connect more deeply with us. At the same time, we are also redesigning our 
group customer program to facilitate a more comfortable and enriched shopping 
experience for customers to create systems to strengthen customer loyalty.

We can use our high-sensitivity, fine-quality strategy to connect with our customers 
through our stores, online, or apps, etc. In addition to providing appropriate benefits that 
reflect MI CARD holder purchases, we can ensure customers continue to maintain links 
with us in various other situations by encouraging holders to use the card outside the 
Group and offering them financial services. This is a good strategy for connecting with 
each individual customer.

“CRM Strategy connecting with individual customers”:  
Mechanisms to shift from mass to personal marketing

with the world. Number one means we can provide the best products and services with 
confidence. Only one means that customers are only happy with Mitsukoshi or Isetan. 
We will shift from mass to personal marketing, and by doing so, we will provide exciting 
solutions for customers concerns and problems and innovative proposals for their 
interests.

TOP Message
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We intend to start this strategy by first promoting the insourcing of business processes. 
With regard to our internal business affairs, we have not been able to properly coordinate 
information owing to the vertical nature of our business structure, and so, in some cases, 
we unknowingly outsource internal operations to companies outside the Group even 
though we have Group companies that can provide equivalent services. So, first and 
foremost, we need to stop bleeding sales and profits outside the Group and promote more 
insourcing to help build a firm foundation for future business.

The next step is to further expand the potential of individual Group companies and 
construct a B2B business model that envelops all internal Group resources. Earlier I pointed 
out that our construction and design know-how is renowned within the industry. To give 
you another example, a remote shopping app built by our systems company that enables 
customers to consult a stylist, receive suggestions, and purchase products all without 
coming into the store has been extremely well received by customers and its appeal as a 
system has also attracted inquiries from external companies. We aim to encourage 
innovation by sharing ideas based on our long-amassed expertise in the credit card, 
logistics, staffing, and system businesses, and create a business around this innovation.

Revitalizing the department store business and building business models for each 
operation through this “Intra-Group Coordination” Strategy will enable us to create a 
tandem profitability model in which we not only redevelop our own real estate holdings 
nationwide as a form of “urban community development” in the fruition phase, but also 
utilize infrastructure organically within the company. I believe that this is the perfect 
medium-to long-term strategy for us, and that we are perfectly positioned to achieve it as 
a “special” department store-centered retail group.

In the past, such medium-term plans were created unilaterally, formulated by 
management and communicated afterwards to all the departments, which would then 
each develop their own specific plans. For this plan, instead of a top-down approach, 
each company and department prepared a draft plan based on the strategy framework 
announced in May 2021, and then each department and I negotiated directly to work 
out the details. Although this method is time-consuming, it is producing positive effects. 
Working together as a group results in more conviction and understanding about the 
content of the plan, and the formulation process has been providing various insights and 
hints for innovation.

Toward the Achievement of New Strategies
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We are implementing sustainability initiatives to contribute to resolving a range of social 
issues through our business activities and support the realization of a rich future and a 
sustainable society. We have set out three priority initiatives (material issues), which are 
connecting people and local communities; connecting a sustainable society and the 
times; and improving the satisfaction of employees. While building Group governance 
and communication, which underpins these priority initiatives (material issues), we have 
also been developing various other initiatives linked to individual SDGs. Recently, we have 
promoted upcycling through our “think good” campaign, renewed the sustainability 
page on website to propose lifestyles for a sustainable future, and abolished plastic 
shopping bags. These and other initiatives have received external recognition, such as 
inclusion as a member of a sustainability index and gaining a rating from an international 
NGO.

In the future, we will go beyond these individual initiatives to clarify how we will address 
sustainability in terms of our management approach and what we will provide to society, 
and communicate this information both externally and internally. We published our first 
Sustainability Report in November 2021 and held our first sustainability briefing in 
December, which created a new venue for dialogue with all our stakeholders. In addition to 
myself, the briefing was attended by various other people, including chief administration 
officer Shigeru Nishiyama, external director Michiko Kuboyama who spoke about 
supervising business execution, the manager of our Merchandising Headquarters who 
represented the employees’ view, and many others who expressed views in their own 

Realizing a Rich Future for People and Achieving a Sustainable Society

P.45-52
Sustainability

In June 2020, we transitioned from a company with the Audit & Supervisory Board to a 
company with a nominating committee, etc. I feel that our management governance has 
changed significantly compared to before the transition. The committees, which are led 
by the external directors, have increased transparency, including my own appointment as 
president through the succession plan created by the Nominating Committee, and the 
governance system has become more effective. The content of discussions at the Board 
of Directors’ meetings is also becoming more wide-ranging and future-oriented.

The Board of Directors currently has nine members, six of whom are external directors. 
An external director chairs the Board of Directors, and external directors also chair the 
Nominating Committee and Compensation Committee. External directors with expertise, 
experience, and a high sense of ethics provide supervision and advice from an external 
perspective, ensuring sound and transparent management that is not biased by in-house 
lines of reasoning, and facilitating lively discussions on the formulation and monitoring of 
the Medium-Term Plan.

In terms of internal control, we have been working to strengthen the compliance and 
risk management systems over recent years. Particularly in the area of risk management, 
we have been concentrating on responding to incident risk (incidents and accidents). In 
FY2021, in order to strengthen our response to business risk in a focused manner, we 
started developing and enhancing the management system, and we are taking measures to 
address compliance and incident risks that include strengthening specialized departments.

Management Governance Reform and Risk Management

P33-44
Corporate Governance

This is not the only merit of this method. Our new Medium-Term Plan, for the first 
time, includes not only targets for medium-term operating income, but also lays out 
long-term steps and announces major financial and customer-related KPIs. This has been 
facilitated by the repeated discussions between each of these departments. And that’s 
why I believe we are likely to achieve these KPIs. We have used a completely new method 
for determining this latest Medium-Term Plan.

TOP Message
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words and facilitated the dialogue. This was the first such briefing, but I feel that we were 
able to convey a more transparent, equitable, and fair-minded sustainability message.

We have also positioned the promotion of the CRE business and urban development 
initiatives through area redevelopments, which we envisage as medium- to long-term 
projects, as initiatives that provide social value which contributes to a rich future.

Particularly for the main stores in Shinjuku and Nihombashi, we will not simply operate 
our department stores as businesses, but will also maximize the attractiveness of these 
asset holdings to increase the value of the areas and generate revenues. We can consider, 
for example, non-department store real estate, such as offices, residences, and hotels using 
the department store building, envisaging new areas where people can work and stay on 
top of department stores. I have not been able to talk about the specifics of this as it is an 
enormous project which we will consider over a long period of time, but we will begin 
internal discussions this year to prepare for the future.

Our relationship with employees is also an important theme for me. Since I was 
appointed President and CEO, we have been developing a communication system so that 
each and every employee will understand and have a shared awareness about the new 
direction we are aiming for as a group. I hold meetings at least once a week for direct and 
lively discussions with the executive officers and the general managers of the departments 
in charge of the matters under discussion. In addition, I have created times for dialogue in 
roundtable discussions with employees at the level of section manager/sub-section 
manager and above, which we have held approximately 30 times since July 2021. The 
executive officers also hold roundtable discussions with lower-level employees, which 
provide a way to reduce the distance between management and employees, facilitate the 
smooth penetration of management policy, and share the voices of employees with 
management.

Finally, in terms of my personal credo, I am committed to providing well-balanced 
management for all stakeholders in accordance with my own sense of ethics and justice 
and without being biased by conflict of interests. To make all of our stakeholders into our 
supporters, we will engage in business and aim to enhance corporate value with a constant 
awareness of the way we engage in public relations and communication, our attitude 
toward taking on challenges to make further progress, the role we will play in delivering 
dreams, and the value we provide to society.

I hope you are looking forward to the Isetan Mitsukoshi Group’s future moves and ask 
for your continued support.
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Social capital
Customer base  

2.9 million

Basic Policy on Sustainability

Management capital

Human capital
Number of Group employees

Approximately 20,000 persons

Fixed capital
Number of department stores in 

Japan and other countries 50 stores

Intellectual capital
Brands of Mitsukoshi, Isetan,  

Marui Imai, and Iwataya Expertise 
in sales and store development

Financial capital
Net sales  

816.0 billion yen

Strengths Opportunities and Risks

Brands

Customers

Human 
Resources

Real Estate

Stores in Japan 
and Overseas

Accelerating polarization of 
income and consumption

● Expansion of the affluent population
● Declining consumption of apparel

Changes in customer structure
● The rise of the millennial generation
●  Acceleration of decline in birthrate  

and aging of population

Accelerating online presence
● Acceleration of digitization
●  Expansion of non-face-to-face and 

non-contact services

Rising environmental and 
social consciousness 

Environmental changes 
caused by IT

● Accelerated use of IT during COVID-19
●  Changes in real value provided by 

physical stores

Coexistence with local 
communities

●  Entrenched lifestyles in local economic 
zone

To be a “special” department store-centered retail group that enriches the lives of our customers
~ To gain the utmost support in high sensitivity, fine quality 

Our Vision

Fundamental spirit rooted in history

The Isetan Mitsukoshi Group’s Process of Value Creation

Connecting a 
Sustainable Society 
and the Times

Connecting 
People 
and Local 
Communities

Improving the 
Satisfaction of 
Employees

Medium-Term Plan
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Exciting  
solutions

for customers concerns 

and problems

Innovative 
offerings

to meet customer needs

Business 
activities Business strategy Values we provide

Group platform

Management Platform

Business activities harnessing the strengths of a 
departm

ent store group

Basic strategy

Expand and dominate in 
high sensitivity, fine quality 
consumption, providing the 

ultimate customer 
experience

Providing the ultimate 
customer experience

Key strategies

“High sensitivity, fine 
quality” strategy

“CRM Strategy connecting 
with individual customers”

“Intra-Group coordination” 
strategy

To be a “special” department store-centered retail group that enriches the lives of our customers
consumption, with the pride of Japan and the ability to convey this around the world ~

Group Governance 
and Communication

About the Isetan M
itsukoshi Group
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Key 
strategies

1 “High sensitivity, fine quality” strategy 2  “CRM Strategy connecting with  
individual customers” 3 “Intra-Group Coordination” Strategy

➊  Creating high sensitivity, fine quality 
stores

➋ Out-of-store (individual) sales reform

➌  Building a high sensitivity, fine 
quality based network

➊  Department store-level CRM

➋ Group-level CRM

➌  Inbound strategy

➊  [Step 1]  

Insourcing business processes

➋  [Step 2]  

B2B external sales of intra-Group resources

➌  [Step 3]  

Isetan Mitsukoshi managed services

Group 
platform

1 Digital Transformation (DX) 2 CRE and Business Model Reform 3  Income and Expenditure Structural Reform  
(Scientific analysis of department store)

➊  Online shopping experience

➋ Digitalization of customer services

➌ Digitalization of sales support

➍  Online appeal

➊  Urban development as a Core Base

➋  Development designed to increase the 
value of our nationwide real-estate holdings

➌  Overseas business model form a CRE perspective

➊  Cost structure reforms

➋  Redesign department store business 
structure

Management 
Platform 1 System/data platform 2 Human resources platform 3  Sustainability, governance,  

business management system

New Medium-Term Plan
The Isetan Mitsukoshi Group has set a long-term vision to become a “special” department store-centered retail group that enriches 
the lives of its customers and has formulated a new Medium-Term Plan through FY2024 designed to generate future growth. The 
plan centers around three key strategies that we are pursuing to achieve our long-term vision:  1) “High sensitivity, fine quality” 
strategy, 2) “CRM Strategy connecting with individual customers”, and 3) “Intra-Group coordination” strategy.

We have established three phases for the medium to long-term strategic steps aimed at realizing our new vision, namely the 
revitalization phase, the development phase, and the fruition phase.

In the first revitalization phase, we intend to revitalize our core strength department-store business by actioning a thorough 
transition to personal marketing that responds to the individual needs of each customer and using various means including digital 
technology to connect with customers and expand our fanbase.

The next development phase will involve establishing an “intra-Group coordination” business model that not only provides all of 
our Group businesses to the customers connected during the revitalization phase, but also earns revenue from infrastructure 
functions such as external sales and systems alliances as B2B business.

After that, in the fruition phase, we will create ultimate local urban communities with infrastructure functions by developing our 
real-estate holdings in Shinjuku, Nihombashi, and elsewhere with the attraction of department stores.

Overview of the Medium-Term Plan

■ Strategy framework (comprehensive overview)

■ Medium-to long-term strategic steps (flow and time period)

A much-loved “special” presence in high sensitivity, fine quality consumption that has the capacity to 
communicate globally and is the pride of Japan

Urban community 
development

Intra-Group coordination

Department store revitalization

Revitalization phase

Development phase

Fruition phase

Department 
store 

revitalization

Business redesign from a scientific perspective

Income, expenditure structural reform Personnel control

●1  Business redesign from a scientific 
perspective

●2 Digital Transformation (DX)
●3  “CRM Strategy connecting with 

individual customers”
●4 CRE and business model

●1 Insourcing business processes

●2 B2B external sales of Group resources

●3 Isetan Mitsukoshi managed services

●1 Organic use of our own infrastructure
●2  Redevelopment of nationwide 

real-estate holdings

Medium-Term Plan
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FY2018

Operating income
29.2 bil. yen

Operating income
15.6 bil. yen

Operating income
3.0 bil. yen

Operating income
35.0 bil. yen

Operating income
50.0 bil. yen

level

FY2019 FY2021 FY2024 Long-term (10-yr span) Next stages

52%

22%

36%

38% 14%

63%

20%

14%

45%

Real estate development period

30%

20%

  8%
19%

Fruition and 
takeoff

Properties sold to external buyers

Currently owned properties

Department store business Real estate business
Financial business Other

As shown in the above portfolio, we have set KPIs for FY2024 as follows, but this is considered to be a transition point as part of 

a Medium-Term Plan in a long-term project. This is the first time that we have set customer-related indicators as well as financial 

ones. The Medium-Term Plan through FY2024, which aims to revitalize the department store business, we have set up a structure 

that allows us to properly confirm and verify progress on our strategy for building relationships with customers.

In the Medium-Term Plan through FY2024, we will first revitalize our department store business using the three strategies, 
including our high sensitivity, fine quality strategy. We are aiming to achieve Group operating income of 
35.0 billion yen in FY2024, the highest level since the launch of Isetan Mitsukoshi Holdings.

FY2019 FY2024

Identified customer sales* 451.2 bil. yen 580.0 bil. yen

MI CARD member sales 451.2 bil. yen 500.0 bil. yen

Membership sales for digital IDs only - 80.0 bil. yen

Sales from MI CARD members who purchase over 1 mil. yen each year 180.6 bil. yen 230.0 bil. yen

Regained pre-COVID levels

Started this recognition in FY2020

FY2022-FY2024 (cumulative)

Cash allocation

Operating cash flow 121.0 bil. yen

Investment cash flow -83.0 bil. yen

Shareholder returns -13.0 bil. yen

Interest-bearing debt reduction -25.0 bil. yen

*Identified customer = MI CARD members+app members (non-MI CARD members)+Digital ID members (EC only)

● KPI

FY2019 FY2024

Gross sales (existing store basis) 1.0532 tril. yen 1.1100 tril. yen

SG&A (before applying revenue recognition standards) 307.0 bil. yen 275.0 bil. yen

Operating income 15.6 bil. yen 35.0 bil. yen

Net income -11.1 bil. yen 28.0 bil. yen

ROE -2.0% 5.3%

Interest-bearing debt 175.5 bil. yen 150.0 bil. yen

Net interest-bearing debt/EBITDA ratio 2.2 x 1.4 x

■ Medium-to long-term profit steps and portfolio image

After that, we will strive to monetize our real estate and financial businesses that 
capitalize on our department store strengths not only to boost operating income to 
50.0 billion yen in ten years, but also to build a stronger business portfolio, with 
non-department store businesses generating over half of that income. These reforms 
will enable us to pursue our aim of achieving even high profit levels after ten years 
and beyond once our real estate development projects have been completed.
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Key strategies

“High sensitivity, fine quality” strategy
11

● Market for high sensitivity, fine quality consumption

● Increase loyal customers

We have decided to adopt a strategy for shifting from our previous mass marketing approach to a personal marketing approach 
in order to become the “special” presence that we set forth in our long-term vision and to be able to provide exciting solutions 
for customer’s concerns and individual problems and innovative proposals for their interests.

We consider all consumer spending by customers who are committed to life and seek fine quality, affluent lifestyles as “high 
sensitivity, fine quality” consumption. We intend to respond firmly to those needs while also seeking to deepen our connection with 
all customers who use the Isetan Mitsukoshi Group, whether that be on a daily and occasional basis, once a month, or once a year.

To meet these customer expectations, we intend to promote our high sensitivity, fine quality strategy through three main 
initiatives: 1) creating high sensitivity, fine quality stores, 2) reforming out-of-store (individual) sales, and 3) building a 
high sensitivity, fine quality based network.

While the population is on a declining trend 
over the long term, it is believed that 
income and consumption will further 
polarize. In light of these external factors, 
we will aim to dominate the market of 
consumption by discerning people who 
seek rich, high quality lifestyles (i.e., high 
sensitivity, fine quality consumption). By 
doing so, we will strive to establish our 
market supremacy and to further expand 
the scale of the market.

Sense

High sensitivity, 
fine quality 

consumption

Dominate

Expand

Expand

Under the new strategy, we will strive to 
cater to the different shopping styles of 
each of our customers, with the mindset of 
refocusing “from mass to personal.” In 
addition, we will strengthen and expand 
our customer base to provide appropriate 
benefits for their purchases, so that 
customers can appreciate the value in the 
differences of benefits and become fans of 
the Company through “admiration and 
empathy.”Untapped customers

Lo
yalty

Inbound customers/
millennial generation
Inbound customers/
millennial generation

·  Providing seamless customer experience value combining physical and online 
stores through a high sensitivity, fine quality strategy and digital reforms

·  Expanding the “Group Lifetime Individual Customers” with “connected CRM” 
based on personal (individual) marketing,

Direction

Discernment/quality

Medium-Term Plan
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➊Creating high sensitivity, fine quality stores

In concrete terms, we aim to expand the ratio of identified customers with whom we can establish solid two-way 
communication and further develop the categories of product that have a background narrative and require highly attentive 
sales services.

To date Going forward

Refining “conventional department stores”  
as a flagship store

High sensitivity, fine quality network refined  
as a symbol of urbanization

Isetan Shinjuku main store Mitsukoshi Nihombashi main store

●  Vision 
To the symbol of “admiration and empathy” as global No.1 and Only 
one store through “World’s Latest and Latest” merchandising

●  Net sales FY2019: 274.0 billion yen 
 FY2024: 320.0 billion yen (+46.0 billion yen)

[Products]
● Sharpen high-touch MD and fashion 
● Overwhelming concentration of luxury brands 
● Attempt “industry 2.8”

[Development]
Create a “new zoning” (new middle classification) 
based on the high sensitivity, fine quality concept

[Services]
Inspiring, innovative services to enhance customer loyalty

[Dissemination]
Continuously disseminating the world’s most seasonal 
information through promotional spaces

[Traditional/Rating]
Unique clusters of “tradition and character” brands

[Culture and history]
Inheritance and creativity, and the collaboration of digital 
and reality

[Lifestyle]
Re-raising of the highest quality of daily life

[Dissemination]
New venues for disseminating information symbolizing 
historical values (central halls, etc.)

●  Vision 
To the symbol of admiration and empathy through unparalleled 
accumulation in the fields of tradition, culture, art, and daily living

●  Net sales FY2019: 133.0 billion yen 
 FY2024: 140.0 billion yen (+7.0 billion yen)

Reform MD balance by scientific analysis of department stores

Key initiativesKey initiatives

This initiative involves positioning our Isetan Shinjuku main store and Mitsukoshi Nihombashi main store at the center of a 
nationwide high sensitivity, fine quality store network and refining them to become symbols of admiration and empathy in 
urbanized communities. The first step will be to clarify what both main stores should be striving to achieve, applying science to 
department stores, and changing the merchandising balance. We intend to evolve the Isetan Shinjuku main store into one that 
primarily pursues fashion and the latest, newest global MD, and the Mitsukoshi Nihombashi main store into one that focuses 
primarily on tradition, culture, art, and daily living.

· Evolve the two main stores into symbols of “admiration and empathy”Direction
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Small and medium-sized stores

Small and 
medium-sized stores

Supermarkets

Small and
medium-sized stores

Small and
medium-sized stores

Small and
medium-sized stores

Small and
medium-sized 

stores

Flagship
store

Regional 
main store

Regional 
main store

Regional 
main store

Regional 
main store

To date Going forward

One-on-one sales activities 
with an emphasis on 

“experience and intuition”

■  Direct marketing activities through a new sales network structure surrounding customers
■  Taking in “potential needs outside department stores” that have not been purchased  

by department stores to date, beyond resolving customer requests
■  Establishment of “integrated out-of-store sales organization” beyond goodwill

Key strategies

·  Increase the lifetime value of out-of-store customers nationwide with 
[out-of-store sales + buyers + in-store attendants]×[Digital]

·  Develop physical stores to suit the size of the market nationwide in order to 
dominate high sensitivity, fine quality consumption

·  Construct high sensitivity, fine quality base network framework based on 
flagship stores and regional mother stores

● Major initiatives

● Major initiatives

To date, our out-of-store sales have depended on individual out-of-store sales staff using their own knowledge and experience to 
propose products based on a one-on-one customer relationship. Going forward, we intend to propose a new customer 
experience by adding buyers with diverse product knowledge and expertise as well as scientific analysis into the mix. We will also 
strive to develop a framework of in-store attendant and sales teams so that we offer attentive service to customers even when 
sales representatives are not there.

To date, we have focused on individual companies and stores, but, going forward, we intend to strengthen our group network. 
We intend to realize new proposals using our Group network and digital means to encourage collaboration with small stores 
surrounding our regional mother stores.

Out-of-store 
customers

Out-of-store sales

Be accompanied by 
buyers at the pinpoint

Buyer network

Each store buyer Out-of-store sales buyers

Seamless operation 
through brick-and-
mortar stores and 
online functions

[Isetan Mitsukoshi Online × Online gift × Each digital business] [ Isetan Mitsukoshi app]

[ Isetan Mitsukoshi 
remote shopping app]

Online functions

Physical bases

Domestic department stores
20 stores

Small and medium-sized stores
Approx. 100 stores

MI Online mecco ISETAN DOOR Donating to the local government 
of a city where one does not live

MOO:D MARK

➋Out-of-store (individual) sales reform

➌Building a high sensitivity, fine quality based network

Direction

Direction

To date Going forward
■  Single-store thinking
■  Shortage of cooperation 

between stores and stores
■  Lack of customer asset perspectives

■  Strengthening cooperation utilizing high sensitivity, fine quality base network
■  With our digital networks and sales networks, expansion of collaboration between 

stores and stores

New 
sales 

network

Network systems/sales networksNetwork systems/sales networks

Organizational proposal-based sales to meet all customers needs

Customer input

In-store attendants

Group internal and external purchasing and lifetime events

Data analysis using AI, etc.

Medium-Term Plan
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The Isetan Shinjuku Main Store, with its massive customer traffic, has 
been popular as being synonymous with fashion through its product-
oriented merchandising flow that delivers the latest and freshest products. 
With accelerated digitization, however, items that previously could only be 
purchased at that location came to be available online, and this has made 
it difficult to differentiate using a product-focused approach. Working at 
the store, I became strongly aware that our ability to attract customers to 
physical stores, which has been a strength of the Company, was declining as 
customers acquired more options for gathering information and making purchases. 

Customer information was being amassed by individual stylists (sales clerks) or 
out-of-store sales that helped the customer, and in most cases the method for 
suggesting products to customers relied on individual expertise and knowledge. 
Managing information and making product suggestions on one’s own tends to 
limit the range of suggestions that can be made, and there is also the risk that 
relationships with customers must be rebuilt each time employees are transferred.

I believe that the newly announced “High sensitivity, fine quality” strategy is 
about the ultimate matching of customers with products and services. Clearly 
defining our target customers as “high sensitivity, fine quality” consumption 
customers will enable us to create the most finely tuned product lineup focusing 
on individual customers, allowing us to evolve from a mass-market, output-
oriented merchandising flow to one of deeply connecting with individual 
customers. In addition, by coordinating with out-of-store sales on an organizational 
level using digital tools, information that was accumulated individually can now be 
shared with the team and organization. In this way, we can support out-of-store 
sales as an organization. Listening to customers’ true opinions and finding 
solutions by applying the expertise of each department will lead to the provision of 
new value. By building strong relationships with customers, business partners, and 
local communities, I feel that we have the potential to be a company that provides 
customers with affluent lifestyles throughout their lives.

The ultimate matching of customers with products and services

Aspiring to be each customer’s life concierge

Up to now, each out-of-store customer was closely attended by an 
assigned salesperson who put together the most suitable product 
suggestions for that particular customer. In terms of building trust, one-
on-one service leads to stronger relationships, and we believed that was 
the best way to go. But today, with rapid progress in infrastructure 
development, customers can instantly gather various information on their 

own, and the range of their interests and concerns has greatly broadened. 
Salespeople have always worked alone to meet customers’ multifarious 
requirements, but a broader range of suggestions can be offered if we looked for 
solutions as a team and an organization. After all, there is a limit to what can be 
achieved with a single person’s knowledge and expertise.

In terms of “High sensitivity, fine quality” strategy, which is one of our new key 
strategies, we must provide our hospitality to even more customers. To do so, we 
need to further enhance our hospitality and have customers acknowledge that the 
out-of-store service enables us to offer the very best product suggestions to each 
individual customer. This requires us to strengthen the cooperation with buyers to 
achieve what a single out-of-store sales has managed to pull off all alone. Our 
buyers have boundless product knowledge and a vast store of ideas, far exceeding 
those of out-of-store sales. Until now, we have taken a passive approach, asking 
customers “how do you like this product?” Going forward, we will thoroughly 
gather customer information, target individual customers, and shift to a 
merchandising flow that seeks a deeper understanding of what kind of person the 
customer aspires to be. This approach will no doubt be welcomed by customers. I 
feel that this collaboration holds great potential for the Company.

Turning Our “High sensitivity, fine quality” strategy into Reality 

Shinya Shimazaki
Manager, Section I

Out-of-store Sales Division 
Isetan Shinjuku Store

Isetan Mitsukoshi Ltd.

Yoshimi Matsumura
Supervisor  Out-of-store sales buyers
Isetan Shinjuku Store Jewelry 
Watch&Fashion Accessories Division 
Clothing & Accessories Merchandising Group I
Isetan Mitsukoshi Ltd.

From
 a 

salesperson’s 
standpoint

From
 a 
buyer’s 

standpoint
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Key strategies

■ Initiative framework for connecting with customers CRM

■ Improve card business profits through “CRM Strategy connecting with individual customers”

·  Expand the number and usage amount of connected customers in both our department stores and card businesses
·  Implement a new approach that uses the Isetan Mitsukoshi app and MI CARD to respond to the connected customers step

Expansion of the parameters for connected customers Increase the amount and frequency of use of connected customers

Jap
an

ese cu
sto

m
ers

●1 
Department 

store-level CRM

[Expand base of identified customer*]
Introduction of MI points to cash/other companies’ credit customers
Acquisition of MI app members and MI card members

[Personal measures using Isetan Mitsukoshi apps]
Expansion of Isetan Mitsukoshi customer program

Disseminating information and expanding services offered

●2 
Group-level  

CRM

[Strengthen card acquisition outside department stores]
Acquisition of MI cards through external alliances, etc.

Acquisition of cards at SC/CRM
Promotion of Point Strategy

[Promoting the use of department stores and financial services]
Reciprocal customer referrals within the group

Expansion of financial services

Improve the attractiveness and convenience of MI cards

Renewal of MI Card
● Review MI CARD product design      ● Promote top card

Development of payment infrastructure
Responding to diverse payment needs

Expansion of acceptance payment methods
Streamlining through system revisions

Review of various systems and improvement of attractiveness
Improving Settlement Security

Strengthen measures to prevent card fraud

Foreign 
customers

●3 
Inbound strategy

Acquire new customers
(expand market share)

Expand sales from shopping/
repeat customers

Expand sales from high net 
worth overseas customers

Department store-level CRM

■  Grant of MI points to cash/other 
companies’ credit customers

■  MI app and MI card
■  Customer program

Group-level CRM
■  Acquisition of MI Card Members at SC
■  Reciprocal customer referrals  

within the group
■  Expansion of financial services

Alliance
■  Outside the Group Promoting the 

acquisition, referral and use of MI 
Card members

■  Expansion of external franchised stores

Enhance  
MI CARD 
profits

Inbound sales 
more than 

before 
COVID-19 
centered  

Ginza store
«Revival»

As part of our Connecting with customers CRM strategy, we intend to build systems that connect with individual customers who 
support our high sensitivity, fine quality strategy. We will promote department-store level CRM, Group-level CRM, payment 
infrastructure development, and our inbound strategy in order to expand the number of connected customers and improve their 
usage amount and frequency.

In terms of available touchpoints for connecting with customers, in addition to MI CARD, we intend to expand opportunities for 
developing a future MI CARD approach by increasing options to satisfy customer needs through digital IDs, e-commerce, and 
apps. We will also be able to achieve greater connections with a broader number of customers by raising the standard of MI 
CARD services. We intend to expand services more than ever before not only for department stores, but also for our card and 
financial services businesses, which we believe will ultimately help achieve our next strategy for intra-Group coordination.

● Approaches for connecting with individual customers

➋
MI Card 

membership

➌
Increase in department 

store usage

➍
Increase MI 
Card usage

➊
Acquisition of 

digital ID members

● Connect with MI card and 
Isetan Mitsukoshi app

●Be connected outside the group

●Connect with financial services

●Connect with the top card

●Connect online

●Connect through referrals

●Connect with out-of-store sales

●Connect at stores

22
“CRM Strategy connecting with individual customers”

Direction

Hits the earnings of  
MI Card Co., Ltd.

[Financial income]
· Insurance income
· Data revenue
·  Revenues from new  

financial instruments

[Fee income]
· Shopping commissions
· Installment revolving fee
· Interest on loans

[ Card annual  
membership  
fee income]

*Identified Customers  MI Card Members + App Members (Non-MI Card Members) + Digital ID Members (EC only)

Medium-Term Plan
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“Intra-Group Coordination” Strategy

1 
Business process insourcing

2 
External B2B sales of Group resources

3 
Isetan Mitsukoshi managed services CRE

“CRM Strategy connecting 
with individual customers”

Insourcing of customer  
contact operations

Matching external sales for customer 
information and Group content

High sensitivity, fine quality card alliances

A
lliances w

ith 
real estate 
business partners

CRE Insourcing of remodeling work Arrangement of consignment for SC opening projects
 Commercial × Card × System

Systems data base Inhouse development of  
business platforms

Out-of-store sales activities System data alliance

Case study: Efforts that go beyond barriers between businesses

For us to meet the needs of customers and society 
as a whole that are becoming increasingly diverse 
with major environmental shifts, we must provide 
new value that goes beyond the conventional 
department store business.

That is why we created the Business Solutions 
Division within Isetan Mitsukoshi Ltd. in April 2021. 
The department will connect and match up Isetan 
Mitsukoshi Group companies with various functions 
including finance, real estate, human resource 
services, logistics, and travel, in addition to the 
department store business, in a cross-organizational 
manner. By doing so, we will seek to achieve 
s yne rg i e s  be t w een  s e r v i c e s  o r  be t w een 
organizations, and aim to expand B to B businesses 
across the entire group.

Case study

·  Develop the revitalized department store business systems using Group resources
·  The “Preparatory Organization” was established in the fall of FY2021. Establish 
a “Stronger intra-Group coordination Promotion System” in FY2022

This strategy focuses on using Group resources to maximize the connections with customers cultivated through our high 
sensitivity, fine quality strategy and connecting with customers CRM strategy. While we position the department store business at 
our core, we intend to promote intra-Group cooperation that will enable us to provide solutions for customer’s problems and 
innovative proposals for individual customer interests by utilizing our strengths as a company that boasts solutions business 
operators in various sectors including finance, systems, and construction and design. We will challenge new ways of creating 
innovations and monetization methods going beyond the barriers between businesses.

● Major initiatives

33
“Intra-Group Coordination” Strategy

Direction

To date Going forward
■  Emphasis on individual store/

individual company thinking
■  Profitability structure dependent on 

the department store business

■  Emphasis on intra-Group coordination
■  Reduce external outflow cost and expand external revenues
■  Structure business systems developed for in-house use and sell them externally

Business systems

Business systems

● Discussion schedule

We hold discussions in which chief officers and members appointed from each company and division of the Isetan Mitsukoshi Group 
engage in direct dialogue. In June 2021, discussions with each of the divisions started, and we published our Medium-Term Plan based on 
those discussions in November 2021.

May Jun. Jul. Aug. Sep. Oct. Nov.

Medium-Term Plan
Release of outline

Public 
announcement

Discussion
Step●1

Discussion
Step●2

Promoting dialogue in the plan formulation process

FY2021
Isetan Mitsukoshi
Property Design

Isetan Mitsukoshi
Business Support

Isetan Mitsukoshi
Human Solutions

Mitsukoshi Isetan
Nikko Travel

MI Food
Style

MICARD

Isetan Mitsukoshi
System Solutions

Department
store business

Physical storesPhysical stores

Online storesOnline stores

TravelFinance

Information systems Construction and design

Logistics
New businesses

Staffing
Uniform
business

SupermarketsCorporate
business

Katsunori Takizawa
Business Solution  
Department 
General Manager
Isetan Mitsukoshi Ltd.
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Key Strategies

MICARD Co., Ltd.
Main operations: credit card business, money lending, nonlife insurance agency, life insurance solicitation agency, and others

Isetan Mitsukoshi Property Design Ltd.
Main operations: construction and design, manufacture of furniture, and others

Going beyond the boundaries of the department store business, the Isetan Mitsukoshi Group has Group 
companies in various industry sectors including finance, construction, and systems. To become a company that 
is closely attuned to customers’ requests and solves their problems in exciting ways, we will endeavor to 
provide new value within and outside the Group and to develop new business solutions, while linking these 
resources together as a corporate group. Below is an overview of our leading Group companies.

MICARD has a prime customer base of about 2.9 million 
members and is working on increasing the convenience of using 
the credit card as well as on enhancing the development of 
financial content. Its strength lies in the fact that it collects the 
purchasing data of Isetan Mitsukoshi Group’s prime customers 
on a national scale, and in the wealth of its analysis expertise. 
From asset formation support personalized for each individual 
customer to insurance and guarantees, the company offers 
products that meet customers’ finance needs. It also assists 
companies looking to approach the Isetan Mitsukoshi Group’s 
customer base in raising their marketing efficiency.

From urban development to storefront decoration, interior construction of private homes, and manufacturing of a single chair, Isetan 
Mitsukoshi Property Design offers total coordination services for exterior and interior spaces. The company has a track record of providing 
highly refined and fine quality spaces based on a concept consistent from planning to design, construction, and supply of fixtures. In addition, 
MITSUKOSHI SEISAKUSHO, which is under its ownership, produces FSC®- and PEFC-certified products, and in such ways the company meets 
the needs of clients who are mindful of the SDGs and of ESG investment, as well as those with made-to-order requests.

The Okura Tokyo, a hotel for which the company created a part of the guest room interior A product made at MITSUKOSHI 
SEISAKUSHO with FSC®-certified material 
FSC® C138981

Turning Our “Intra-Group Coordination” into Reality

Data utilization

Extensive 
purchasing 

data

Marketing 
capabilities

Reliability

Marketing 
business

ToB

Meeting 
customer needs 

in finance
ToC

Medium-Term Plan
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Isetan Mitsukoshi System Solutions has pursued all 
types of IT projects, ranging from those concerning 
the Group’s core system to new DX efforts. Taking 
advantage of the expertise accumulated to date and a 
platform enabling the speedy achievement of DX, the 
company is aiming to further contribute to Group 
profits by providing ICT services to companies outside 
the Group.

Isetan Mitsukoshi Business Support always takes the customers’ 
perspective. Harnessing expertise garnered through years of department 
store logistics experience, and with careful and detailed services, it provides 
logistics services that are best suited to the needs of clients not only within 
the Group but outside as well.

As a company providing work solutions that raise the value of work for 
clients, Isetan Mitsukoshi Human Solutions takes advantage of the Isetan 
Mitsukoshi brand to offer high-quality expertise in customer service and 
hospitality, education and training, recruiting support, provision of 
manpower, store operation, and other areas, to provide solutions to a 
broad range of corporate and business operation issues. 

Mitsukoshi Isetan Nikko Travel offers safe, secure, and comfortable travel to 
all those seeking to spend time of fine quality and luxury. Based on 
collaboration and synergies with the various culturally-refined department 
store operations, the company is dedicated to providing the value of 
travelling of a kind that cannot be experienced anywhere else.

Isetan Mitsukoshi System Solutions Ltd.
Main operations: information services

Isetan Mitsukoshi Business Support Ltd.
Main operations: logistics business

Isetan Mitsukoshi Human Solutions Company Ltd.
Main operations: staffing and contracting, education business

Mitsukoshi Isetan Nikko Travel, Ltd.
Main operations: travel business (overseas and domestic), insurance agency

Moving away from legacy 
systems and converting to a 

system architecture that 
contributes to management

Providing seamless customer 
experience value, 

integrating physical stores 
and online shopping 

From “mass” marketing to 
“personal” marketing

Establish a state of being personally 
connected to all customers

Service for achievement of DX

MS SERENADE: European river cruise ship built in-house

About the Isetan M
itsukoshi Group
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Group platform

(Case study) Digital ID-driven initiative
In May 2021, we launched a services that enables customers using cash or 
credit cards issued by other companies to earn and use points through their 
payments. The aim is to approach customers in ways that put into practice the 
shift from mass to “personal,” with the objectives of encouraging customers 
to visit our stores again and forging deeper relationships with them.

Case s
tudy

11
Digital Transformation (DX)

To date Going forward

■  Digitally replaces real operations
■  Individual initiatives on a non-consolidated 

and non-consolidated basis

■  Mechanisms that combine functions developed on a 
non-consolidated basis and on a non-consolidated basis

■  Providing the best customer experience using shopping, 
customer service, sales support, and appeal functions

FY2021 FY2024

Sales plan exceeding
¥60 billion

FY2019

Expand sales in the digital 
business with a focus on 
cosmetics and foods
“meeco” is aiming cosmetics 
e-commerce Domestic Site No.1

Other businessesOther businesses

ISETAN DOORISETAN DOOR

Meeco
(cosmetics)

Meeco
(cosmetics)

Online
(gifts)
Online
(gifts)

Online
(general)

Online
(general)

● Major initiatives

➊ Online shopping experience

➌ Digitization of sales support ➍ Online appeal

➋ Digitization of customer service

Match Palette

Customers Customers

CustomersCustomers
Sales force/

sales

· Stylists(Sales clerk)
· Contents

· Stylists(Sales clerk)
· Contents
· Stores
· Online

· MI Online
· Online gifts
· Digital business

Expansion and sophistication of use of customer data
· Customer charts
· AI analysis
· External usage data

Digital contents

YourFIT 365

SNS 
(LINE, Twitter, Instagram)

MI app

The Isetan Mitsukoshi Group seeks to provide the best customer experience through our four inhouse-developed DX areas:  
1) online shopping experience, 2) digitization of customer service, 3) digitization of sales support, and 4) online 
appeal.

● Online sales trend

·  Dynamic utilization of “the 4 DXs” in-house we have developed and “integration 
of physical stores and people” in our high sensitivity, fine quality strategy

Direction

Isetan Mitsukoshi 
remote shopping

Medium-Term Plan
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● Major initiatives (Shinjuku East Exit area)

·  Promoting urban community development that becomes a symbol of admiration 
and empathy in a high sensitivity, fine quality base network

·  Redevelop flagship store areas and nationwide areas for future “fruition phase”

·  Build a new business model maximizing the use of real-estate holdings 
nationwide to build a highly sensitive, fine-quality base network

·  Real estate development from the “urban community development” point of view that 
contributes to regional revitalization with renewed attention to regional economic zones

Direction

Direction

To date Going forward
■  Separation of trade areas between areas  competition 

within independent trade areas
■  Refining department stores as “conventional flagship 

stores” (accumulate remodeling)

■  Special “symbol” in high sensitivity,  
fine quality networks nationwide 
Developing “sustainable new value” with 
department stores as its source

To date Going forward
■  Store closings and contraction caused by an increase in 

building maintenance and management costs
■  Lack of approach to potential customers in “areas with 

insufficient store openings” of department stores

■  Value resetting through redevelopment 
utilizing owned real estate

■  Restructuring the highly sensitive, fine 
quality base network

◆  Participation in the Shinjuku 3-chome Station-Front Western District  
Urban Redevelopment Preparatory Association

◆ Formulating our own urban community development concept framework

  ● Internal PMO (project management office by CEO and management) 
●  Cross-divisional grand design project (five teams at all level)

◆  Shinjuku Station East Entrance urban 
community development vision

 ● [ Town Future Picture] 
A bustling town representing Japan that makes you want to walk 
– Formation of a lively exchange axis centered on Shinjuku Street 

and 2 bases centered on railway station–

Moves towards urban community development

22
CRE and Business Model Reform

➊Urban development as a Core Base

➋Development designed to increase the value of our nationwide real-estate holdings

We intend to use Isetan Mitsukoshi Group resources, such as department stores and real estate to build a new business model 

based on a high sensitivity, fine quality base network, while also preparing our own infrastructure.

We will work on progressing business model reforms to ensure all assets held by all bases are effectively utilized.

i) Strategic direction

● Major initiatives

Real-estate holdings
With the government 

relevance

Funds contributor

Real-estate 
holdings

Formerly buildings

for the equipment 
updated

Use 
added

On the scale 
expansion

Site expansion

Increase floor area ratio

Entertainment & 

commercial

Offices

Hotel
Residences

Flagship stores (towns)

Small-sized
stores

Small-sized
stores

Medium-sized
stores

SC

New mother 
stores

Maintenance
Cost burden

[Business model reform]
(Reset assets)

[ High sensitivity, fine  
quality base network]

(Reset value)
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Group platform

·  [Existing businesses] Implementation of selection and conversion based on contract term and profitability
·  [Future business development] : Aiming for a “development-oriented model” that leverages our expertise in commercial operations

Direction

To date Going forward

■  Developing a domestic department store 
management model overseas

■  First-mover advantage in line with each 
country’s life cycle

■  Existing business 
·  Improvement in profitability due to structural reforms such as category revisions

 · Overall judgment based on the contract period, etc.
■  Future business development 

·  Development-oriented model that leverages our expertise in commercial operations to date

➌Overseas business model form a CRE perspective

■  Economic development areas with impressive population growth
■  Combination of our goodwill and leading local partners
■  Participating in real estate development that generates diversified revenues

Viewpoint of 
considering future 

business development

B1F

1F

2F

3F

4F

5F

6F

7F

8F

Food hall
Market

Food and regional MD

Living

Department store MD

DX and department stores

High sensitivity,  
fine quality

Fitness center
Aging care park

Hotel
Restaurant Experience of staying, 

beauty and health

Experience

Matsuyama Mitsukoshi (renovation)

● 9 layers
● Opened in October 2021

● GRAND SHIP 1F-2F
● Opened in July 2021

● 3 layers
● Opened in May 2021

●  Tokushima Amico 
Building 2F/5F

● Open: spring 2022

● T-FACE Pavilion A, 2F
● Open: spring 2022

FOOD & TIME ISETAN OFUNA Corridor Fuji (renovation) Mitsukoshi Tokushima

Mitsukoshi Toyota

ii) Design of a business model

Restructuring of existing stores Station-front facility occupancy type Non-opening area type of department store

■  Shift from a conventional 
department store structure

■  Improve customer appeal by introducing new 
lifestyle-related contents (center of the town)

■  Make proposals on regular 
daily living primarily related to 
food

■  Daily content closely linked to 
the market

Examples of high sensitivity, fine quality base networks

Matsuyama Mitsukoshi case

Ehime Kanagawa Shizuoka Tokushima

Aichi

· Proposing lifestyle proposals that expand content through collaboration with local companies
· A new model that expands collaboration between stores and stores through a digital network and a sales network

Topics

Scandinavian Lifestyle Hotel LEPOScandinavian Lifestyle Hotel LEPO

Department store zone: digital salonDepartment store zone: digital salon

Botchan food hallBotchan food hall

Aging Care Park E3Aging Care Park E3

Department store zone: cosmeticsDepartment store zone: cosmetics

THE CENTRAL MARKETTHE CENTRAL MARKET

We will create a network of high sensitivity, fine quality bases by establishing a business structure that is tailored to each property 

we own or lease according to market scale, customer needs, and distance from the mothership store.

Medium-Term Plan
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·  Redesign department store business structure by controlling fixed costs 
(lowering the break-even point) based on analysis

·  Exploring Isetan Mitsukoshi’s initiatives ahead of the past and expanding them 
horizontally throughout the Group

33
Income and Expenditure Structural Reform

Direction

Direction ·  Redesigning the business structure by optimizing the number of staffs from a scientific perspective

To date Going forward

■  Idea of previous year’s thinking
■  Prior implementation at Isetan Mitsukoshi

■  Cost structure reform based on standard indicators based on scientific analysis
■  Expansion of reforms through horizontal deployment throughout the Group

To date Going forward

■ The concept of “how many people are  
placed on the floor”

■ Scientific idea of assigning a number of people to “effects” 
by sales, profit, customer, etc.

➊Cost structure reforms

➋Redesign department store business structure

● Major initiatives

● Major initiatives

◆  The number of personnel in the department  
store business declined over the long term

◆  At the same time, personnel shifted to the  
financial business, real estate business, etc.

◆  Employee compensation to recover along  
with business performance 
*Domestic existing business basis

Scientific department store business structure

Personnel approach in domestic department store business

FY2019 Results

Total number of employees
Approx. 20,000

Consolidated operating income

FY2021 FY2024 Long term

Approx. 17,000

Department store business Other businesses

15.6 bil. yen15.6 bil. yen

3.0 bil. yen3.0 bil. yen

35.0 bil. yen35.0 bil. yen

50.0 bil. yen50.0 bil. yen

Department 
store business 

personnel share:
90%

Share:
85% Share:

80% Share:
70%

We intend to redesign the department store business structure with reference to our key phrase “applying science to department 
stores.” That involves analyzing not only sales, but also revenue at all units within the Group or operational businesses, and 
adopting a systems that enables us to utilize expenditures more efficiently.

◆ Personnel control based on sales scale

 ●  Number of employees 
 Target sales per employee of ¥100 million

 ●  Direct-to-indirect ratio  
 Target 9:1

◆  Optimize allocation of promotional 
expenses for each individual customer

 ●  Control through the ratio 
of advertising expenses to 
sales at department stores

◆ Optimizing cost allocation through revenue recognition

  ● PL by location   Profit indicators by store/floor, etc. 
 ● PL by channel   profit indicators for online/stores, etc. 
 ● PL by customer   revenue indicators for out-of-store 

customers/ identified customers, etc.
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Capital Policy

The worldwide spread of COVID-19 since the end of FY2019 has had a major impact on the Company’s performance. In 
particular, the department store business was greatly affected: it experienced a substantial downturn in revenue from 
store closures and reduced business hours due to Japan’s states of emergency, resulting in an operating loss and net loss 
in FY2020. Despite this, we reduced fixed costs by around 19.0 billion yen in FY2020 by promoting powerful structural 
reforms as a proactive initiative. Meanwhile, as defensive initiatives, we secured liquidity on hand as well as greatly 
reduced overhead and cash outflows for investments, and thus improved our profit structure.

The outlook for the COVID-19 pandemic still remains uncertain, but we will restore our topline based on the 
anticipated moderate recovery in consumption from the second half and bounce back in sales compared to last year and 
its store closures. During the current fiscal year, we will strive to improve our earnings structure by implementing the key 
strategies in our newly announced Medium-Term Plan, further promoting income and expenditure structural reform, and 
employing our newly introduced consolidated taxation system.

On the financial front, in order to address the changing management environment, we will focus on the three 
elements of business profitability, balance sheet optimization, and capital efficiency; not as independent elements, but 
rather as mutually related, and strive to create additional operating cash flow. At the same time, while securing capacity 
for medium to long-term investment, we will achieve a good balance in terms of allocating the additional cash flow to 
shareholder returns, reducing interest-bearing debt, and investments in profit growth. We will also be looking to build an 
optimal financial base from the perspective of the flow and stock business and build the best relationships we can with 
all our stakeholders.

Striving to increase corporate value by 
achieving a capital policy that leads to 
sustainable growth while maintaining 
our stable financial base

CFO Message

Review of FY2020 review and future financial strategy

Trends in Consolidated Results (Unit: Billions of yen)

FY2018 FY2019 FY2020 YoY (%) Difference

Net sales 1,196.8 1,119.1 816.0 72.9% (303.1)

Gross profit 348.2 322.7 227.5 70.5% (95.1)

SG&A 319.0 307.0 248.5 81.0% (58.4)

Operating 
income 29.2 15.6 (20.9) − (36.6)

Recurring 
income 31.9 19.7 (17.1) − (36.9)

Net income 13.4 (11.1) (41.0) − (29.8)

FY2013
Record
high

34.6 bil. yen FY2018
29.2 bil. yen

Operating
income:

50.0 bil. yen
level

FY2020
(20.9) bil. yen

FY2019
15.6 bil. yen

FY2024
Operating
income:

35.0 bil. yen

FY2024
Operating
income:

35.0 bil. yen

Trends in Operating Income

Shigeru Nishiyama
Managing Executive Officer and Chief Financial Officer

Medium-Term Plan
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投資キャッシュフローのシェアイメージ

Investment cash flow

83.0 bil. yen

Interest-bearing
debt reduction
25.0 bil. yen

Shareholder
returns

13.0 bil. yen

Investment
cash flow

83.0 
billion yen

Growth
investment

52%

Growth
investment

52%

Remodeling   
19.0 bil. yen 

(23%)

Remodeling   
19.0 bil. yen 

(23%)

FY2022-FY2024 (cumulative)

Real estate
11.0 bil. yen
(13%)

Real estate
11.0 bil. yen
(13%)

LCC
30.0 bil. yen

(36%)

Systems
maintenance

10.0 bil. yen
(12%)

Systems strategy
13.0 bil. yen
(16%)

Systems strategy
13.0 bil. yen
(16%)

Maintenance 
investment

48%

Maintenance 
investment

48%

Operating cash flow

121.0 bil. yen

We plan to achieve a total operating cash flow of 121.0 billion yen during the Medium-Term Plan period from FY2022 to 

FY2024, and we intend to implement medium-term cash allocations based on the following policies:

➊  Shareholder returns Surpass the pre-COVID dividend of 12 yen per share as soon as possible, and continue to gradually increase dividends thereafter.

➋  Interest-bearing debt Plan to reduce by 25.0 billion yen in order to secure the investment capacity required to prepare for future large-scale real estate development.

➌  Growth investment Allocate over half of our investment cash flow to growth investment

In terms of business profitability, we will promote income and expenditure structural reforms, positioning them as the most 
important action. To do that, we will compartmentalize earnings management into the units of place, channel, and 
measures to visualize the entire process, which will generate more operating income through more effective management 
of income and expenditure. Additionally, we will improve extraordinary gain and loss along with non-operating income 
which affect operating income. To that aim, regarding growth investments for business expansion, we will step up 
management and monitoring of investment returns on these investments and loans, and manage the Group’s entire cash 
flows using the effects of introducing the consolidated taxation system in an effort to boost the bottom line.

As for the balance sheet, we will maintain our sound financial base for the time being in the ongoing uncertain situation 
caused by the COVID-19 pandemic, with a particular eye on investments in future growth. Specifically, we have set a 
net interest-bearing debt/EBITDA ratio of 1.4x for FY2024 and are working to balance operating cash flow, investing 
cash flow, reduction of interest-bearing debt, and shareholder returns based on cash allocations designed to achieve 
this target. Also, we will diversify funding methods, and in some cases, we will execute sustainability linked loans for 
contributing to the achievement of a sustainable society.

We have set a FY2024 capital efficiency (ROE) target of 5.3% in our Medium-Term Plan and are seeking to expand our 
earnings and optimize our balance sheet. As for dividends, we were forced to lower the dividend for FY2020 due to the 
COVID-19 pandemic, but are aiming to return that dividend to the pre-COVID level of 12 yen per share as soon as 
possible, and going forward, under our dividend policy of increasing dividends in a stable manner over the medium to 
long-term, we will return profits to shareholders based on the recovery in our earnings power, and continue to build 
relationships of trust with all stakeholders.

Medium term cash allocations

Three elements of our future financial strategy

◆ Business profitability

◆ Balance sheet optimization

◆ Capital efficiency
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Basic Views

While striving to build excellent relationships with customers, 

employees, shareholders,  business partners,  local 

communities, and other stakeholders, the Isetan Mitsukoshi 

Group is overhauling its corporate governance structure 

along with the management structure.

As part  of  these efforts ,  we have adopted the 

organizational structure of a company with a nominating 

committee, etc., for the purpose of further advancing 

corporate governance.

General Shareholder Meeting

Election/
Dismissal

Accounting
Audits

Cooperation/
Reports

Cooperation/Reports/
Requests Cooperation/

Reports

Election/Dismissal

Nominating Committee Compensation Committee Audit Committee Accounting Auditor

Election/Dismissal/
Supervision

AuditsElection/Dismissal/
Supervision

Instructions/Reports

Internal audits

(Board of) Executive Officers

President and CEO

Administrative departments/
Business departments/Staff departments Group Companies

Internal Audit Office

Board of Directors

Corporate Governance System

Attendance of meetings of the Board of Directors and committee membership

Name Position
Attendance of meetings
of the Board of Directors

(FY2020)
Years served Nominating

Committee
Compensation

Committee
Audit

Committee

Ken Akamatsu Chairperson and Director 13/13 4 years

Toshiyuki Hosoya President and CEO
(Representative Executive Officer) − −

Toru Takeuchi Executive Vice President and CMO
(Representative Executive Officer) 13/13 4 years

Michiko Kuboyama Director (External, Independent) 13/13 3 years

Masami Iijima Director (External, Independent) 13/13 2 years

Miwako Doi Director (External, Independent) 13/13 2 years

Takashi Oyamada Director (External, Independent) 13/13 2 years

Hidetoshi Furukawa Director (External, Independent) 9/9 1 year

Fukutaka Hashimoto Director (External, Independent) 9/9 1 year

*1

*2

*3

*3

◆ Board members (as of June 25, 2021)

Note:        indicates Chairperson.*1 Hosoya was appointed as Director at the 13th Ordinary General Meeting of Shareholders held on June 25, 2021.
*2 Director Michiko Kuboyama chairs meetings of the Board of Directors.
*3 Attendance after appointment as Director at the 12th Ordinary General Meeting of Shareholders held on June 15, 2020.

We are working to ensure the transparency of our 

corporate activities and thorough compliance in our 

management, as well as to create and deliver value in 

various forms to all stakeholders associated with the Group. 

We have established the Isetan Mitsukoshi Corporate 

Governance Guidelines, which stipulate the Group’s basic 

approach to corporate governance, the necessary 

framework, and operational guidelines.

Please refer to our company website for more details.
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Overview of the Board of Directors and committees

Skills matrix of directors and executive officers

Chairperson
Number of members

and structure
Main roles Main agenda in FY2020

Average
attendance

Board of 
Directors

Director
Kuboyama

9

External directors:
     6 (66.7%)     

Determination of the 
Group’s direction from a 
broad perspective and the 
supervision and monitoring 
of the execution of business

■ Resolutions and reports required 
under the Companies Act, our articles 
of incorporation, etc.

■ Determination of policies, such as 
long-term visions and medium-term 
management Plan

■ Monitoring of key business execution
■ Monitoring of internal control

Nominating 
Committee

Director
Iijima

5

External directors:
     4 (80.0%)     

Deliberations and decision-
making regarding the 
nomination of officers

■ Deliberations on the reappointment 
and succession plan of the president 
and CEO

■ Determination of candidates for directors
■ Deliberations on resolutions regarding 

the appointment of committee 
members and officers, including 
executive officers

Compensation 
Committee Director Doi

3

External directors:
     3 (100%)     

Decision-making regarding 
compensation for officers

■ Determination of policies on compensation for officers
■ Deliberations and decisions on incentive 

systems, such as performance-linked 
compensation and non-monetary compensation

■ Determination of individual compensation 
amounts for the directors and executive officers, 
including representative executive officers and 
executive officers with special titles

Audit 
Committee

Director
Akamatsu

4

External directors:
     3 (75.0%)     

Determining proposals for submission 
to general meetings of shareholders 
regarding any auditing of the 
execution of duties by executive 
officers and directors, auditing of the 
status of internal control systems, 
the appointment and dismissal of 
accounting auditors, etc.

■ Audit planning and the division of 
audit duties

■ Reappointment of accounting auditors
■ Agreement on the compensation of 

accounting auditors
■ Audit report preparation, submission, 

etc.

99%
(FY2020)

100%
(FY2020)

100%
(FY2020)

96%
(FY2020)

Name Position

Skills Committees

Corporate 
management

Distribution, 
marketing Global DX, IT, 

security
Finance, 

accounting

Legal affairs, risk 
management, 
governance

Human resources, 
personnel 

management
Nomination Compensation Audit

Michiko Kuboyama Director (outside)

Masami Iijima Director (outside)

Miwako Doi Director (outside)

Takashi Oyamada Director (outside)

Hidetoshi Furukawa Director (outside)

Fukutaka Hashimoto Director (outside)

Ken Akamatsu Director

Toshiyuki Hosoya Director and executive officer

Toru Takeuchi Director and executive officer

Shigeru Nishiyama Managing Executive officer

Yoshinori Makino Managing Executive officer

　 = Areas in which each outside director is particularly expected to make contributions in terms of knowledge/experience/competencies
　 = Areas where outside directors in particular are expected to contribute expertise, experience, and capabilities

* The above matrix is intended to show the fields/areas in which each individual is expected to play key roles based on his/her experience, etc. It does not represent every aspect 
of the person’s knowledge.
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Policy on the nomination of officers

The Group stipulates the maximum age and the maximum 
term of office for officers on a position-by-position basis in 
“The Regulations of Age Limits of Executive Officers in 
Office,” to facilitate the appropriate replacement of officers. 
Based on this, the selection of executive officers, including 
representative executive officers and executive officers with 
special titles, and their reappointment after the expiration of 
the term of the appointment contract shall be determined 
by the Nominating Committee by appropriately evaluating 
the quantitative and qualitative results of respective 
executive officers during the term of their appointment 
contract, as well as objective data, such as management 
talent assessments by a third-party institution. We seek to 
determine indiv idual  guidel ine pol ic ies to ensure 
transparency in our standards for the selection and dismissal 
of executives.

We regard the making of decisions on the appointment of 
our CEO, succession planning, and potential reappointment 
to be one of the most important responsibilities of the 
Nomination Committee and always strive to ensure 
transparency and fairness in that process. The Nomination 
Committee proactively discusses how this approach should 
operate and seeks to further strengthen these initiatives by, 
for instance, hearing opinions from all outside directors who 
are not members of the Nomination Committee.

◆  Decisions on CEO appointments, succession 
planning, and potential reappointments

More specifically, in the CEO’s first year of tenure, 
discussions in the Nomination Committee focus initially on 
the vision during his/her term of office, and then we explain 
and share the progress of each year’s management plan, 
future outlook, and issues that need to be solved. With 
regard to information relating to a CEO successor, we 
thoroughly share al l  sorts of information with the 
Nomination Committee including screening results of 
candidates conducted by external personnel evaluation 
organizations, training plans, and proposed transfer 
assignments to fields where experience needs to be 
acquired. 

We also have systems in place for facilitating proactive 
judgements by outside directors who are members of the 
Nomination Committee each year on whether a CEO should 
remain in off ice based on the avai lable successor 
information.

Emergency CEO candidates (interim CEO) are discussed 
and confirmed in the first Nomination Committee meeting 
of each business period.

Initiatives to improve the effectiveness of the Board of Directors

We are engaged in the following initiatives to ensure lively 
discussion among the Board of Directors.

●❶ For fostering lively discussion, we work to improve the 
quality of discussions at the meetings of the Board of 
Executive Officers, on which resolutions and reports of the 
Board of Directors are premised, and to ensure sufficient 
time for the discussion of management-related issues from 
a broad perspective, including management plans and 
strategic projects, at the meetings of Board of Directors.

●❷ At the meeting for prior explanations to external 
directors, which is held several days before each 
meeting of the Board of Directors, full explanations are 
given by the proposing departments, which leads to a 
lively discussion at the Board of Directors’ meeting.

●❸ We evaluate the effectiveness of the Board of Directors 
and make continuous improvements based on the 
results to further enhance the effectiveness.

Evaluation of Board of Directors’ effectiveness

We analyze and evaluate the effectiveness of the Board of 
Directors every fiscal year. Issues identified through this process 
are addressed for continuous improvement to further enhance 
the effectiveness. Specifically, we conduct questionnaire 
surveys of all directors on an individual basis, to evaluate the 
Board of Directors both from quantitative and qualitative 
perspectives, including an evaluation of the composition of 
the Board, details of deliberations, operations including 
support from administrative bodies, and the processes for 
determining the nomination and compensation of officers.

In FY2020, a questionnaire survey and interviews that 
incorporate fresh perspectives of a third-party advisor were 
conducted. The results were analyzed and evaluated, 
followed by discussions by directors and the establishment 
of an action plan for identifying and resolving issues.

This action plan has been steadily implemented, verified, 
and modified since April 2021 under a new structure chaired 
by an external director, demonstrating our efforts toward 
higher effectiveness.

Corporate Governance
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Director candidates are nominated under a policy ensuring 
that the Board of Directors includes diverse members with 
broad and highly specialized knowledge and skills, as well as 
high ethical standards. Above all, in selecting external 
directors, we choose people from different fields and 
industr ies,  with a focus on people with pract ical 
management experience in the business world, to actively 
absorb a wide range of opinions from objective and specialist 
perspectives and ensure well-balanced management.

Director candidates are determined at the Nominating 
Committee, which is comprised of a majority of external 
directors and chaired by one of them, and their proposals are 
submitted to general meetings of shareholders. The Board of 
Directors determines executive officer candidates who will be 
senior management after deliberation by the Nominating 
Committee.

As described above, deliberation and decisions on 
nomination, which are important governance matters, are 
conducted upon the initiative of external directors. The 
Nominating Committee will continuously strive to further 
clarify the criteria for the selection of the Company’s officers.

◆ Policy on the nomination of director candidates

The Company has established the Independence Standards 
for the External Officers of Isetan Mitsukoshi Holdings as its 
criteria for judging the independence of external directors 
before appointing them as independent officers. Based on 
the Independence Standards, the Company appoints 
external officers who do not fall under any of the following 
categories as independent officers.

◆ Criteria for independence

* A “major business partner” in categories ❷ and ❸ above refers to “any business 
partner for whom the annual transaction amount with the Company, on a 
consolidated basis, exceeds 1% of the total annual transaction amount of either 
party, over the preceding three years, even if this occurs on only one occasion.”

* A “principal lender” in the category ❹ above refers to “any lender from whom the 
Group’s balance of borrowings exceeds 2% of the Company’s consolidated total 
assets as of the end of the fiscal year.”

* A “certain sum” in category ❺ refers to 10 million yen or more in any of the last 
three fiscal years.

●❶ A person from the Group who executes its business
●❷ A person for whom the Group is a major business 

partner, or an executive director, an executive or a 
manager thereof

●❸ A major business partner of the Group, an executive 
director, an executive, a manager or an employee of 
any other type thereof

●❹ A person who executes business at a principal lender 
to the Group

●❺ A consultant, an accounting expert, a legal specialist or 
the like who has received financial and other economic 
benefits from the Group exceeding a certain sum other 
than the remuneration for officers

●❻ A shareholder or executive officer of the Company 
who holds 5% or more of its total outstanding shares

●❼ Any person who has fallen under any of the categories 
❶ to ❺ above in the last three years

●❽ A spouse or a relative within a second degree of kinship 
who falls under any of the categories ❶ to ❺ above

Compensation of Directors

Based on these principles for the compensation for officers, 
the Compensation Committee, which is a mandatory 
committee, deliberates and makes decisions related to 
compensation in a highly effective manner upon the 
initiative of external directors, ensuring objectiveness and 
transparency.

For executive officers, reflecting the principles for 
compensation, the following performance-based bonus has 
been introduced with the goal of strongly motivating them 
to achieve goals.

◆ Basic principles related to compensation for officers

●❶ Promotion of common interests between shareholders 
and officers

●❷ Expansion of the effects of incentives for improving 
business results and shareholder value

●❸ Provision of compensation whose amount compares 
favorably with the standard of the overall industry (at 
the point of target achievement)

●❹ Guaranteed objectivity and transparency in evaluation 
and remuneration determination methods

Executive officers *Including those who serve concurrently as directors

Basic salaries
× 12 months

Bonuses
Basic salaries 
× 5 months

Basic salaries
× 12 months

Stock-based 
compensation
Basic salaries × 1 month

Stock-based
compensation
Basic salaries 
× 3 months

Non-executive directors *Including external directors

Indicator Allocation ratio Range of levels

Level of achievement of 
the consolidated 

operating income target 
for the fiscal year

60%

(100% for the president and CEO)
0 200%

Qualitative 
evaluations 

(of individuals)

40%

(0% for the president and CEO)
50 150%

◆ Structure of compensation

◆ Bonuses

Executive officers *Including those who serve concurrently as directors

Basic salaries
× 12 months

Bonuses
Basic salaries 
× 5 months

Basic salaries
× 12 months

Stock-based 
compensation
Basic salaries × 1 month

Stock-based
compensation
Basic salaries 
× 3 months

Non-executive directors *Including external directors
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◆ Policy on cross-shareholding

◆ Chief Officer

◆ Criteria for exercising voting rights 
 related to cross-shareholding 

◆  Policy in cases where cross-shareholders
 indicate their intention to sell shares

The basic policy of the Group is not to acquire or hold 
shares for the purpose of cross-holding, in principle, except 
where cross-shareholding is deemed conducive to the 
Group’s sustainable growth and the improvement of its 
corporate value over the medium- to long- term. Regarding 
the shares we already hold for the purpose of cross-holding, 
the Board of Directors comprehensively examines factors 
including the purpose of holding individual issues, 
transaction status, and dividend earnings from quantitative 
and qualitative perspectives every year. To reduce cross-
shareholding, we are gradually selling these shares in 
consideration of the market environment, the status of the 
issues we hold, and other factors. 

To accelerate the execution of its business, the Company 
appoints chief officers as executive officers and then 
establishes a Board of Executive Officers as an organ for 
executive decision-making and discussion. The Board of 
Executive Officers discusses and makes decisions concerning 
important Group issues, including matters over which 
authority has been delegated by the Board of Directors.

The Company does not engage in any act that prevents sales 
and the like, including the suggestion of transaction 
reduction, in cases where companies that own the Company’s 
shares for the purpose of cross-holding (cross-shareholders) 
indicate an intention to sell and take similar actions. 

The Company duly exercises the voting rights it holds due to 
cross-shareholding for each agenda item, comprehensively 
evaluating points, including the possibility that exercising the 
rights will lead the concerned companies toward the sustainable 
enhancement of corporate value and lead the Group toward 
sustainable growth and the enhancement of its corporate value 
in the medium to long term. 

Policy on Cross-Shareholding

Business Execution Structure

The Company appoints chief officers, whose role is to 
execute business as executive officers. The chief officer’s 
main duties are described below.

To raise awareness of shareholder value improvement 
further, we revised the previous stock options as stock-based 
compensation and introduced RS compensation in FY2020. 
Under the new system, the Company’s shares with a certain 
period of transfer restriction are issued to officers to align 
their interest with that of the shareholders.

We will deliberate on the compensation of directors 
through the Compensation Committee with the goal of 
radically restructuring the overall compensation system, 
including incentive compensation, such as bonuses and 
stock-based compensation.

In FY2020, to clarify management responsibility for sluggish 
performance during the COVID-19 pandemic, none of the 
officers received the performance-based portion (60%) of the 
bonus with no evaluation conducted, and only the qualitative 
evaluation (40%) was performed. Among the four executive 
officers who serve concurrently as directors, the president and 
CEO was paid no bonus due to the allocation ratio of the 
performance-based portion being set to 100%. The remaining 
three were also paid no bonus for FY2020, given the 
significantly deteriorated business results for the term, although 
their allocation ratio is set to 60% for the performance-based 
portion and 40% for qualitative evaluation.

For FY2021, amid uncertainty about the impact of the 
COVID-19 pandemic on our business, we recognize the 
need for greater motivation to achieve targets and resolutely 
return to corporate profitability, as well as for clear 
management responsibility for potentially stagnant business 
results. To address this, we have decided that each officer’s 
evaluat ion results  be mult ipl ied by the corporate 
performance-based payout ratio, which is determined by the 
consolidated operating income level regardless of the 
department under his or her charge. The ratio will be 0.4 if 
the current fiscal year’s operating income target is achieved.

To ensure clearer management responsibility for poor 
results, we will pay no bonus to directors and executive 
officers as in FY2020 if the Company’s performance 
substantially deteriorates in FY2021, such as by recording an 
operating loss.

◆ Restricted stock (RS) compensation

●❶ Monetary compensation claims for restricted stock
Executive officers (including those serving concurrently as directors) 
 : Monthly basic salaries × 3 months
Non-executive directors: Monthly basic salaries × 1 month

●❷ Calculation of the number of allotted shares
Individual monetary compensation claim ÷ Reference stock price*1 
(with any fraction less than 100 shares being rounded down)

●❸ Transfer restriction period: 30 years*2

*1 Reference stock price: Closing price of the Company’s share on the Tokyo Stock 
Exchange on the trading day immediately before the date of resolution of the 
allotment (or the trading day preceding it if no closing price is recorded on such date).
*2 The transfer restriction is lifted in the case of expiration of the term of office or resignation 
during the transfer restriction period for a reason which is deemed valid by the Board of Directors.
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◆ Promotion Committees

◆ Board of Executive Officers

◆ Advisory bodies to the Board of Executive Officers

Visit the following website for details on the policy:
https://imhds.disclosure.site/ja/themes/132#1072

Aimed at advancing the important projects of the Group, 
our promotion committees consist of members from across 
the Group and pursue the higher-level promotion of 
operations. 

The Group enforces the Basic Policy for Internal Control 
Systems stated below to guarantee that its businesses is 
administered appropriately and transparently, maximizing its 
value. 

The Board of Executive Officers consists of executive officers 
authorized by the Board of Directors. The purpose of this 
organization is to enable the president and CEO and the 
other executive officers to make specific decisions on the 
execution of business. They deliberate for the passing of 
resolutions and for the president and CEO’s decisions on 
important matters, etc. related to the execution of business 
by the Company and the entire Group, and report matters 
that must be reported. In addition, matters that have been 
resolved, deliberated on, or reported on at the Board of 
Executive Officers’ meetings and which are deemed 
important are reported to the Board of Directors.

The following committees have been formed to serve as 
advisory bodies to the Board of Executive Officers. Before 
critical Group management issues are submitted for decision 
by the decision-making body, these advisory bodies take 
initiative in determining whether to submit such issues and 
scrutinizing issues being submitted by verifying their 
rationality, reviewing them based on quantitative criteria, 
and checking assumed risk conditions.

■  Committee for Promoting Our Philosophy
■  Compliance and Risk Management Promotion Committee
■  Workstyle Reform Promotion Committee
■  Sustainability Promotion Committee

■  Investment and Credit Committee
■  Business Revitalization Committee

●❶ Compliance systems
●❷ Risk management systems
●❸ Internal control systems regarding financial reporting
●❹ Information storage management systems
●❺ Systems for the efficient execution of duties

●❻ Group company management systems
●❼ Items relating to Audit Committee staff
●❽ Items relating to reports to the Audit Committee
●❾ Policy for processing auditing fees
●❿ Systems relating to the guarantee of the effectiveness  

of the Audit Committee

Basic Policy for Internal Control Systems

CMO
Chief Merchandising Officer 

Check of PDCA cycle of operating companies, the Group’s overall 
policies regarding its business partners, structural reforms, etc.

CEO
Chief Executive Officer

CFO
Chief Financial Officer 

Implementation of PDCA cycles for the Group’s finance plans, financial 
risk management, budget management for operating companies, etc.

CRO
Chief Risk Officer 

Prevention of critical incident risks across the Group, leadership and 
direction in such incidents, etc.

CSDO
Chief Strategy and Digital Officer 

Establishment of the Group’s management plans, implementation 
of associated PDCA cycles, promotion of digital strategies, etc.

CHRO
Chief Human Resource Officer  

The Group’s HR strategies, HR allocation for operating companies, etc.

CAO
Chief Administrative Officer  

The Group’s general affairs, operations, sustainability, etc.

As the chief executive overseeing the Group’s overall 
management, the CEO takes command of the chief 
officers. All chief officers except the CEO take charge of 
different departments of the Company and execute their 
duties by presiding over these departments.

Chief officers address Group-wide issues that require 
the involvement of multiple departments by serving as a 
project owner or chairing a committee consulted by the 
Board of Executive Officers.

Chief officers may serve concurrently as part-time 
directors of Group companies. These chief officers 
participate in the consensual decision-making process of 
the Board of Directors of the Group company, thereby 
supervising and taking comprehensive control of the 
process. They also give instructions and advice regarding 
preliminary consultations from other part-time directors, 
thus taking comprehensive control of Group companies 
as a chief officer beyond the boundaries between them.
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Michiko Kuboyama
External Director

A non-executive Chairperson headed up meetings until March. 
The Chairperson was well-versed in the background of each 
matter and relevant information, and coordinated and handled 
proposals and supplemental explanations very smoothly. 
However, I did notice that explanations were occasionally 
awkward as they lacked the perspective of external directors, 
and discussions tended to be “internal versus external.”

During my duties as Chairperson of the Board of Directors 
since April, I have felt keenly aware of the meaning and 
value of the Chairperson being an external director.

The Chairperson of the Board of Directors meets with 
members of the Board of Directors Office during the 
preliminary preparation stage to discuss the selection of 
agenda item, time allocation, deliberation policy, and next 
steps. There are cases where the Chairperson of the Board 
requests deliberation of certain agenda items by the board 
not only for execution, but from a general overview 

perspective. After each meeting, the Chairperson of the 
Board of Directors and the board office members review the 
meeting and reflect any remaining issues and timing of re-
deliberations into the annual plan, in an effort to enhance 
supervision and monitoring functions. The fact that an 
external director is involved in this series of actions is a major 
change.

Although quantitative measurement is difficult, I hear that 
the atmosphere at board meetings has become more 
conducive to discussions. This involves passing on wisdom to 
the future through discussion on the Company’s long-term 
vision and structural reforms from scratch, providing valuable 
case studies involving other companies, and reporting and 
reviewing true issues. I feel that open, free and constructive 
discussions are increasing. We will examine the results at the 
Evaluation of Board of Directors’ effectiveness for this fiscal 
year and work to further increase its effectiveness.

What are your thoughts about your role in governance taking into account expectations inside and 
outside the company while serving as Chairperson of the Board of Directors as external director?

Since these changes in institutional design, the Board of Directors 
has focused more on the big picture and dedicated itself to the 
supervision and monitoring of business execution. The Company 
is working to improve the operations of the Board of Directors, 
including selection of agenda items and balancing time allocation, 
while active discussions are taking place on the long-term vision 
and the new Medium-Term Plan. With an eye toward future value, 
I  feel that fundamental discussions based on r isks and 
opportunities are deepening. The establishment of pre-briefing 
sessions for external directors and director meetings, where 
specific topics are discussed separately from meetings of the Board 
of Directors, are also contributing to more active discussions.

There are two issues that need to be addressed in the 
future. First is increasing the quality and quantity of 
information provided to external directors. This is a 
prerequisite for utilizing the diverse knowledge and 
perspectives of external directors effectively during 
deliberations. Second is monitoring the deepening of 
deliberations at the Board of Executive Officers’ meetings. 
The Company is still in the process of separating business 
execution and supervision, and mutual awareness and efforts 
are thus needed.

I will be working to address these issues, aligning myself 
with President Hosoya.

What changes have you noticed in the style of discussions on management issues since 
transitioning to a company with a nominating committee, etc., in June 2020?

This fiscal year will be a major milestone in terms of 
establishing and pursuing the long-term vision and the new 
Medium-Term Plan. This involves formulating important 
strategy defining the future, forming a foundation for 

What are your expectations for the new structure (executive officers)?
What do you focus on in the monitoring of the new Medium-Term Plan?

understanding and convincing others about the dialogue in 
the formulation process, and building organizational and 
management strengths for increasing its effectiveness. 
Through this series of challenges, I anticipate that the 
Company will become a truly strong and good company.

In order for management to thoroughly implement the 
PDCA cycle, the Company will need to increase the 
effectiveness of the Executive Officers’ Meeting. I would like 
to see executive officers in the new structure embody 
management that is disciplined and assertive.

The efforts of all employees are essential to achieving 
positive outcomes during the new Medium-Term Plan. An 
organization is needed where employees feel a sense of 
worth, are respected and can play an active role. In this 
sense, improving employee satisfaction is one of the most 
important challenges. The Company conducts an employee 
satisfaction survey, but issues remain in terms of analyzing 
and sharing the results and implementing an action plan. 
This survey is not intended to check the negatives to create a 
flawless organization; it is a tool to become a truly strong 
and good company. I would like executive officers under the 
new structure to pursue management and communication 
that increase engagement.
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Joined Mitsukoshi, Limited in 1975. After serving as General Manager of 
the Administration Headquarters of the then Mitsukoshi, he became 
Director and Managing Executive Officer of Isetan Mitsukoshi Holdings Ltd. 
when the Company was established in 2008. As General Manager of the 
Administration (Management) Headquarters, who is the chief control 
manager of the General Administration Division, the Accounting Division, 
the Administration and Property Division and the Logistic Planning Division, 
he focused on the development of infrastructure, cost reduction and the 
construction of a government system of the Group. He subsequently 
became Vice Chairperson of Shin Kong Mitsukoshi Department Store Co., 
Ltd. (Taiwan), an equity method affiliate of Isetan Mitsukoshi Holdings Ltd., 
in 2016 before serving as Chairperson and Representative Director of 
Isetan Mitsukoshi Holdings Ltd. and Isetan Mitsukoshi Ltd. in 2017. As 
Chairperson, Director and Chairperson of the Board of Directors, Isetan 
Mitsukoshi Holdings Ltd., he properly operated the Board of Directors 
during the June 2020 transition to a company with a nominating 
committee, etc. In June 2021, he was Chairperson of the Audit Committee 
and now contributes to the improvement of the Company’s corporate value 
and the continued strengthening of its governance.

Chairperson and Director 
(Chairperson of the Audit 
Committee)

Ken Akamatsu

Joined Kao Soap Co. Ltd. (currently Kao Corporation) in 1980. 
Kuboyama worked mainly in the company’s product 
development and marketing departments and served as 
Director of its Product Public Relations Center. After assuming 
posts such as visiting professor at Tama Graduate School of 
Business and Communication Fellow at the Lifestyle Research 
Center of Kao Corporation, she now serves concurrently as 
External Director of Sumitomo Mitsui Banking Corporation, 
working successfully in a wide variety of fields based on her 
extensive marketing experience. She assumed the office of 
External Director of Isetan Mitsukoshi Holdings Ltd. in 2018 
and has provided valuable advice from consumers’ and various 
other perspectives at the Board of Directors. She became a 
member of the Audit Committee in June 2020 and greatly 
contributes to enhancing the Group’s audit activities. Since April 
2021, she has displayed leadership in strengthening the 
monitoring of management as Chairperson the Board of 
Directors.

External Director 
(Chairperson of the Board of 
Directors)

Michiko Kuboyama
External Independent

External Independent

External Independent

External Independent

External Independent

External Independent

Joined Mitsubishi Bank, Ltd. (currently MUFG Bank, Ltd.) in 
1979. Oyamada became President of The Bank of Tokyo-
Mitsubishi UFJ, Ltd. (currently MUFG Bank, Ltd.) in 2016 and 
exercised his skills as top executive of the one of the leading 
megabanks in Japan. He has rich financial knowledge gained 
through many years of experience at a financial institution, as 
wel l  as  deep ins ight  into corporate governance, as 
demonstrated by his serving concurrently as Special Advisor for 
MUFG Bank, Ltd. and external director at other companies, 
including Mitsubishi Electric Corporation. He became an 
External Director of Isetan Mitsukoshi Holdings Ltd. in June 
2019. Today he provides useful advice and appropriate 
supervision for the Company’s execution of business from his 
highly specialized, independent perspective. As a member of the 
Nominating Committee and the Audit Committee, he also 
contributes to further enhancing the Company’s governance.

External Director 
(Member of the Nominating Committee) 
(Member of the Audit Committee)

Takashi Oyamada

Joined Mitsui & Co., Ltd. in 1974. Iijima became President and 
CEO of Mitsui & Co., Ltd. in 2009. He exercised his 
distinguished skills as top executive of Japan’s leading general 
trading company and played an important role in its growth. He 
became Representative Director and Chairperson of the Board 
of Directors at Mitsui & Co., Ltd. in 2015 to chair the board 
meetings, and today serves concurrently as Counselor to the 
company and external officer of other corporations, including 
External Director of Ricoh Co., Ltd. and External Board Director 
of SoftBank Group Corp., based on his deep insight into 
corporate governance. He became an External Director of Isetan 
Mitsukoshi Holdings Ltd. in June 2019. Currently, he provides 
useful advice and appropriate supervision for the Company’s 
execution of business from an independent perspective based 
on his broad knowledge. Also, serving as Chairperson of the 
Nominating Committee and member of the Compensation 
Committee, he leads objective and transparent discussions in 
these committees and contributes to strengthening their 
administrative supervision function.

External Director 
(Chairperson of the Nominating Committee) 
(Member of the Compensation Committee)

Masami Iijima

Joined The Mitsui Bank, Ltd. (currently Sumitomo Mitsui 
Banking Corporation) in 1979. He spent many years directing 
sales activities both in Japan and overseas, and supervising 
investment banking and corporate finance operations. After 
serving as Deputy President and in other positions at the 
company, he became Representative Director, President, and 
CEO of SMBC Trust Bank Ltd. in 2015 and carried out PMI. 
Through these experiences, he has gained an expert feeling for 
operations and deep insight into corporate management and 
finance. Furukawa became Director and Chairperson of the 
company in 2018 and its Special Advisor in 2021. He became 
an External Director of Isetan Mitsukoshi Holdings Ltd. in June 
2020. Leveraging his wealth of financial expertise and 
experience as management executive of financial institutes, he 
provides useful advice and appropriate supervision on the 
Company’s execution of business from an independent 
perspective. As a member of the Nominating Committee and 
the Audit Committee, he also contributes to further enhancing 
the Company’s governance.

External Director 
(Member of the Nominating Committee) 
(Member of the Audit Committee)

Hidetoshi Furukawa

Joined Tokyo Shibaura Electric Co., Ltd. (currently Toshiba 
Corporation) in 1979. Doi has many distinguished achievements 
as information technology specialist at Toshiba Corporation, a 
leading electronics manufacturer, where she worked as 
information technology researcher and manager. She serves 
concurrently as Auditor at the National Institute of Information 
and Communications Technology and External Director of 
Subaru Corporation and NGK Spark Plug Co., Ltd., working 
successfully in a wide variety of fields, based on her extensive 
experience in information technology. She became an External 
Director of Isetan Mitsukoshi Holdings Ltd. in June 2019. 
Currently, she provides useful advice and appropriate 
supervision for the Company’s execution of business from an 
independent perspective based on her broad knowledge. Also, 
serving as Chairperson of the Compensation Committee and 
member of the Nominating Committee, she leads objective and 
transparent discussions in these committees and contributes to 
strengthening their administrative supervision function.

External Director 
(Member of the Nominating Committee) 
(Chairperson of the Compensation Committee)

Miwako Doi

Joined the Shinya Takeru Law Office (currently Tokyo Hatchobori 
Law Office) in 1979. After working on the front lines as attorney 
for many years, he was appointed Representative Partner 
Attorney and Director of Tokyo Hatchobori Law Office in 2008. 
He also serves as external auditor of multiple companies, 
including Sompo Japan Insurance Inc., based on his specialized 
knowledge in corporate legal affairs and deep insight into 
auditing. In addition, he has recently been striving to resolve 
issues faced by the nation by serving as member of a third-party 
committee on the pension records issue and a special committee 
member of the Dispute Reconciliation Committee for Nuclear 
Damage Compensation. He became an External Director of 
Isetan Mitsukoshi Holdings Ltd. in June 2020. Today, as 
independent officer, he provides useful advice and appropriate 
supervision for the Company’s execution of business from an 
independent perspective based on his advanced and extensive 
specialized knowledge. As a member of the Compensation 
Committee and the Audit Committee, he also contributes to 
further enhancing the Company’s governance. 

External Director 
(Member of the Compensation Committee) 
(Member of the Audit Committee)

Fukutaka Hashimoto

Joined Isetan Co., Ltd. in 1987. After gaining experience in 
major sales sections, primarily in ladies’ fashion and accessories, 
but also in jewelry, watches and medium- and small-store 
operations, and overseas postings, he worked to formulate the 
Company’s management strategy as General Manager of the 
Corporate Planning Division. At Iwataya Mitsukoshi Ltd., a 
subsidiary of the Company where he was appointed President 
and CEO in April 2018, he made a great contribution to 
improving its business results as the head of management. In 
April 2021, he was appointed President and CEO of the 
Company. He has been contributing to further enhancing the 
corporate value of the entire Group by displaying strong 
leadership in pursuing the establishment and achievement of 
the Group’s new long-term vis ion and medium-term 
management plan, while appropriately performing both 
executive and supervisory aspects of his role to contribute to 
deeper discussions by the Board of Directors on the Group’s 
overall direction.

Director 
President and CEO (Representative 
Executive Officer)
(Member of the Nominating 
Committee)

Toshiyuki Hosoya

Joined Isetan Co., Ltd. in 1983. He has engaged mainly in the 
sales of men’s and women’s clothing and led the sales 
department for many years. In 2013, he took office as President 
and CEO of Sapporo Marui Mitsukoshi Ltd., a major department 
store affiliate, to gain corporate management experience, and 
in 2016 he experienced human resources development as 
General Manager of the Group Human Resources Headquarters 
of Isetan Mitsukoshi Holdings Ltd. Then, after serving as 
General  Manager of the Department Store Business 
Headquarters of Isetan Mitsukoshi Ltd., he assumed the post of 
CMO of the Company and has displayed leadership in the 
Group’s overall business activities, including product policies. 
Drawing on his broad and extensive experience in the Group, 
he continues to contribute to enhancing the Group’s corporate 
value by appropriately fulfilling his role in the Board of Directors 
while serving concurrently as top executive overseeing Group-
wide business operation.

Director 
Executive Vice President 
and CMO* (Representative 
Executive Officer)

Toru Takeuchi

*CMO: Chief Merchandising Officer

(Born September 5, 1952)

(Born April 16, 1956)

(Born November 2, 1955)

(Born July 1, 1964)

(Born September 23, 1950)

(Born July 16, 1955)

(Born May 21, 1960)

(Born June 2, 1954)

(Born July 6, 1954)
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◆ Integrated compliance and risk management

◆ Definition and concept of risk

Compliance and Risk Management Systems

The Isetan Mitsukoshi Group builds and maintains a system 
for independent risk management by the Group companies, 
based on the Basic Policy for Internal Control Systems. 
Through integrated compliance and risk management, the 
Group prevents risks in all of its business domains and 
prepares to address risks in a cross-sectoral manner, in its 
efforts to improve its corporate value.

We identify overall risks surrounding our business and select 
priority risks that require focus by taking into consideration 
their frequency and degree of impact on our business 
activities.

Systems for Promoting Compliance and Risk Management

Risk Management Systems

To achieve sustainable growth for the future in a business 
environment with diversifying risks, the Isetan Mitsukoshi 
Group clarifies risks and further enhances its measures to 
address them, with the safety and security of customers, 
business partners, and employees as its top priority.

●❶ Risks considered
We work to identify a comprehensive list of risks by 
considering the external environment (risk trend), 
business characteristics, and business strategy. 

Risk map
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D
egree of im

pact

Frequency of occurrence

Middle

Low

1 2 3

High

HighLow

Priority risks

◆  The three lines of defense model and five 
layers of risk management

Our risk management system comprises of three lines of 
defense as the larger framework and five layers that assume 
risk management in the current organization. Each of the 
Group companies, HDS risk management department, and 
HDS Internal Audit Office respectively serve as the first, 

second and third line of defense. In addition, the roles of 
the following units have been clarified as the five layers of 
risk management to ensure an effective risk management 
system: i) non-administrative departments of Group 
companies, ii) general affairs department and other 
administrative departments, i i i ) HDS administrative 
departments, iv) HDS Risk Management Office, and v) HDS 
Internal Audit Office.

●❷ Risks surrounding our business 
Risks surrounding our business are identified and 
classified into 5 categories: i) disasters and other 
external risks, ii) strategic risks, iii) financial risks, iv) 
personnel and labor risks, and v) operational risks. 

●❸ Risk mapping and selection of priority risks 
After identifying overall risks through steps ●❶ and ●❷, 
priority risks are selected on which to focus our efforts.

Risk examples

Category Risk item

Disasters and 
other external risks

■  Natural disasters (earthquakes, wind and flood damage, etc.) 
■  Fire disasters ■  Pandemics
■  Cyberattacks, terrorist attacks, demonstrations

Strategic risks
■  Advances in digitalization ■  Growing importance of SDGs
■  Changing consumer behavior ■  Share businesses

Financial risks
■  Fraudulent accounting ■  Corporate takeover
■  Foreign exchange fluctuation ■  Sluggish stock price

Personnel and 
labor risks

■  Human rights violation, discrimination
■  Violation of labor legislation ■  Mental health, harassment
■  Safety of expatriates

Operational risks

■  Food sanitation incidents
■  Personal information management
■  Business compliance violations
■  System failure

Corporate Governance
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The Group takes effective measures to prevent the 
occurrence of priority risks identified by the Compliance and 
Risk Management Promotion Committee, through the 
following four subsections, thereby implements a PDCA 
cycle of suggesting, promoting, and examining more specific 
countermeasures.

The Isetan Mitsukoshi Group has, through close cooperation 
with its Group companies, established an integrated Group-
wide system for driving risk management by stipulating the 
basic matters regarding risk management, the definition of 
an emergency, and other matters in its Basic Rules on Risk 
Management and by establishing the Compliance and Risk 
Management Promotion Committee chaired by the Group 
CEO as the supreme body to practice those Rules.

◆  Compliance and Risk Management Promotion 
Committee

◆  Organizations improving the effectiveness of 
risk management  

1. Risk Management Subcommittee

This subcommittee takes the initiative in promoting, 

Cooperation/Reports/Requests

Nominating Committee Compensation Committee

Risk Management 
Subcommittee

Compliance 
Subcommittee 

Cyber Risk 
Management Project 

COVID-19 
Task Force Committee

Audit Committee

General Meeting of Shareholders

Reports/Supervision

Chairperson: President and CEO
Deputy Chairperson: CRO 

Board of Executive Officers 

HDS

Compliance and Risk 
Management 

Promotion Committee

Internal Audit Office 

The three lines of defense and five layers of risk management

Fifth layer

Fourth layer

Third layer 

Second layer 

First layer 

HDS 
Internal Audit Office 

HDS 
Risk Management Office

HDS 
Administrative Departments 

Administrative departments of 
operating companies

Non-administrative departments of 
operating companies

5

Board of Directors

Risk Management Office 

Departments in chargeFive layersThree lines

HDS Administrative Departments

Administrative departments of 
operating companies of the Group

Non-administrative departments 

Second line 
Second line 

Third line 
Third line 

First line 
First line 

4

3

2

1

President and CEO
 (Representative Executive Officer)

Audits 

Risk management system

verifying, and improving risk management measures 
centered on focus reviews, to prevent and mitigate priority 
risks including fire disasters and changing natural disasters 
that will directly impact business continuity. 

2. Compliance Subcommittee 

To prevent quality control problems as well as violation of 
laws, regulations, and other rules in its operating activities, 
this subcommittee thoroughly informs employees of the 
relevant measures taken by the Group in keeping with legal 
revisions and the policies of supervisory authorities. 

3. Cyber Risk Management Project 

This organization maintains knowledge of the latest security 
trends to optimize the Group’s security technology and 
improves daily monitoring systems to prevent and quickly 
respond to any incidents. 

4. COVID-19 Task Force Committee

The committee determines the common policies and 
countermeasures of the Group, ensuring that the safety and 
peace of mind of customers and employees is the top 
priority. It promotes initiatives to ensure both a system for 
safe operations and new workstyles based on thorough 
measures for the control of infection.
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Compliance with laws, ethics, and social norms

Isetan Mitsukoshi Group Standards of Corporate Ethical Behavior

Compliance Guidebook 

Compliance Systems 

To drive risk management, the Compliance and Risk 

Management Promotion Committee meets regularly twice a 

year and builds the foundation for the PDCA cycle of risk 

management. 

The Committee selects and reviews priority risks to be 

addressed intensively. Its members, who are the general 

managers of departments and the presidents of Group 

companies, deliberate on measures to prevent the 

occurrence of risks and to address risks which have occurred, 

in their efforts to manage the risks of the entire Group. They 

also enhance and promote daily monitoring to prevent the 

occurrence of risks and limit the impact of risks which have 

occurred, by sharing reported information based on plans 

for addressing risks and by updating their awareness of 

risks.

The Isetan Mitsukoshi Group believes that it is essential that 

employees incorporate compliance into their values, 

awareness and actions, and practice it to observe laws, 

ethics, social norms and the like.

For that purpose, the Group has established the Isetan 

Mitsukoshi Group Standards of Corporate Ethical Behavior 

as a code of conduct for officers and employees. The Group 

◆  The PDCA cycle of risk management

◆ Our views on compliance seeks to maintain and improve compliance systems to 

ensure the trust of society, in addition to working to share 

the Standards throughout the company. The Group also 

works to make compliance in everyday businesses known to 

all employees by posting the Compliance Guidebook, which 

outlines laws and guidelines for ethical actions that should 

be observed in relation to customers, business partners, and 

employees, on the Intranet.

Employees  
■  Labor laws 
■  Laws to prevent harassment, etc. 

Shareholders    
■  Companies Act 
■  Financial Instruments and 

Exchange Act, and other insider 
trading regulations

Business partners  
■  Act on Prohibition of Private Monopolization 

and Maintenance of Fair Trade, Act against 
Delay in Payment of Subcontract Proceeds, 
Etc. to Subcontractors 

■  Trademark Act, etc. 

Customers 
■  Act on the Protection of Personal 

Information
■  Act against Unjustifiable 

Premiums and Misleading 
Representations, etc. 

Local community  
■  Act on the Measures by Large-

Scale Retail Stores for 
Preservation of Living 
Environment, Food Sanitation Act

■  Environment related laws, etc. 

Isetan Mitsukoshi 
Group

Risk identification 

The four subsections 
regarding risks

Internal audit 

Board of Executive Officers/
Promotion Committee 

PDCA cycle A

C

P

D

■  Analysis of external 
environment 

■  Business characteristics 
and conditions  
specific to the Group

■  Business strategy
■  Preparation of a risk 

list 
■  Risk mapping 
■  Selection of priority 

risks 

■  Development of risk 
response policies

■  Self review activities 
■  Monitoring/reporting
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The Compliance Subcommittee was established as a 

subsection of the Compliance and Risk Management 

Promot ion Committee.  The Fa i r  Trade Promot ion 

Subcommit tee  was  rep laced  by  the  Compl iance 

Subcommittee in FY2021 to drive forward our efforts to 

widen the scope of compliance to include laws, ethics, and 

social norms, based on our views on compliance. 

◆  Compliance Subcommittee  

◆  Enhancing compliance in our relationships 
with stakeholders 

To enhance the effectiveness of its activities, the 

Subcommittee holds “plenary meetings” at the beginning 

and the end of each term to set out the term’s policies and 

review the activities of the past term, “monthly meetings” 

to share accurate knowledge and operational practices 

related to our priority themes, and “focus review” to 

enhance daily management at the frontlines of business and 

prevent any accidents from happening. 

(1)  Customers: Initiatives for the protection of personal information

The Group has established and released a Privacy Policy 

for properly managing the personal information received 

from customers and using it legitimately. The Group 

meets the expectations of its customers and earns their 

trust in this way. 

The Group has also created Personal Information 

Management Rules based on the Privacy Policy. Under 

these rules, the Group ensures proper use of personal 

information and protects and manages it strictly.

(2)  Shareholders: Establishment of an IR Policy 

The Group has established and published an IR Policy to 

earn the trust and understanding of shareholders and 

investors through its investor relations activities (public 

relations activities for shareholders and investors). The 

goals of the Group are, based on this policy, to disclose 

information fairly and improve communication.

(3)  Local community: Response to antisocial forces

At the Isetan Mitsukoshi Group, our Basic Policy for 

Internal Control Systems and the Isetan Mitsukoshi Group 

Procurement Policy state that the Group will have no 

relationship with antisocial forces, reject undue claims 

from them, and prevent damage which may be caused 

by them. 

Risk Management Subcommittee

Plenary meeting 

Compliance Subcommittee Cyber Risk Management Project COVID-19 Task Force Committee

Monthly meeting
FY2021 priority theme: Act on Prohibition of Private Monopolization and Maintenance of Fair Trade, Act against Delay in Payment of 
 Subcontract Proceeds, Etc. to Subcontractors, Food Sanitation Act, Act on the Protection of Personal Information, etc. 

Focus reviews
Check items for FY2021 focus reviews: Act against Delay in Payment of Subcontract Proceeds, Etc. to Subcontractors, 
 allergy warning labels, food poisoning (HACCP compliance)  

Beginning of term: Policy

End of term: Review

Compliance and Risk Management Promotion Committee

(4)  Business partners:  Establishment and application of 

systems promoting fair trade 

The Group has established Fair Trade Guidelines. Under 

these guidelines, the Group promotes the establishment 

of systems to avoid unfair trade restrictions and the like 

and their strict application to ensure that the Group 

remains a group of companies that competes fairly and 

freely and continues to extensively contribute to society.

(5)  Employees:  Establishment and operation of a 

whistleblowing hotline

The Group has established Group Hotline Rules to 

promptly identify unfair actions and the like, and to make 

improvements in such cases. Based on these rules, it has 

provided the Group Hotline, a system where external 

expert firms and law offices receive reports on unfair 

actions to protect whistleblowers from any unfair 

treatment.
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To become the“special” department store-centered retail group that enriches the lives of our customers
~ To gain the utmost support in high sensitivity, fine quality consumption, with the pride of Japan and the ability to convey this around the world ~

Our Vision

Structure for Promoting Sustainability

In FY2018, the Isetan Mitsukoshi Holdings dramatically revised the Group structure for the 
management of conventional CSR activities, including environmental measures, from the viewpoints 
of the Environment, Society, and Governance (ESG) and the Sustainable Development Goals (SDGs). 
We aim to achieve sustainable business management by both solving social issues and improving 
corporate value through business under the leadership of senior management by establishing and 
holding the Sustainability Promotion Committee chaired by the CEO.

Notice of issuance of Isetan Mitsukoshi Holdings Sustainability Report 2021
To supplement our Integrated Report 2021, Isetan Mitsukoshi Holdings Sustainability Report 2021 will introduce the Group’s various initiatives for 

contributing to the sustainability of society along with related performance data. The aim is to provide stakeholders with comprehensive non-financial 

information on the Group’s ESG-related activities, indispensable for the Group to continue to grow sustainably by taking advantage of its universal 

values and strengths.

◆ Sustainability Promotion Committee

◆ Sustainability Promotion Section Meeting

The Sustainability Promotion Committee seeks to 
promote and raise awareness for the measures 
and priority initiatives of our sustainability 
activities across the Isetan Mitsukoshi Group. 
Chaired by the CEO of Isetan Mitsukoshi 
Holdings, the Committee consists of the General 
managers  of departments (business unit 
representatives) and affiliate representatives. The 
Committee held once in FY2020.

The Sustainability Promotion Section Meeting 
operates under the Sustainability Promotion 
Committee. Chaired by the CAO of Isetan 
Mitsukoshi Holdings, this Meeting is for 
promoting sustainability measures in working 
level. It consists of managers (business subunit 
chiefs), including the general managers of the 
general affairs departments of the Group 
companies and Group stores. The Committee 
held twice in FY2020. 

Board of Executive Officers

Stores in Japan Business departments Overseas stores

Merchandising departments Affiliates companies in Japan HDS departments
Business units

Sustainability Promotion Committee
Chairperson: President and CEO of HDS

Sustainability Promotion Section Meeting
Chairperson: Managing Executive Officer and CAO of HDS

Nominating Committee Compensation Committee Audit Committee

Board of Directors

Organization for promoting sustainability in FY2021

Isetan Mitsukoshi Group 
Standards of Corporate 

Ethical Behavior

Isetan Mitsukoshi Group 
Human Rights Policy

Isetan Mitsukoshi Group 
Procurement Policy

Isetan Mitsukoshi Group 
Environmental Policy

The Isetan Mitsukoshi 
Group Corporate 

Governance Guidelines

Our Philosophy 

Connecting people and bridging times

Strive to change.

1.  Observe and study our surrounding facts for constant growth.
2. Innovate and stay ahead of times.
3.  Respect others. 

Be inspired by diverse views and ideas.

Be a newone.

Isetan Mitsukoshi Group Basic Policy  
on Sustainability

We fulfill our corporate social responsibility by 
facing various social issues and contributing to 
solving them through our corporate activities. 
We will accomplish to realize both prosperous 
future for all stakeholders and a sustainable 

society by playing the role.

Our Views on Sustainability

Sustainability

Sustainability of the Isetan Mitsukoshi Group
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Responsible Procurement: Conducting Questionnaires on Sustainable Procurement

We conducted our first Sustainable Procurement Questionnaire as a first step towards identifying supply chains issues within the 
Group and its business partners, eliminating risks, resolving issues that cannot be solved by individual companies, and achieving 
responsible procurement (target: business partners that account for the top 70% of department store business sales and main 
business partners for other businesses and supporting divisions).

The survey questions covered whether each company had policies and guidelines in place relating to compliance, quality control, 
sustainability, the environment, and human rights categories and measures to improve their effectiveness across the whole supply 
chain. We also asked questions to confirm how well our initiatives such as “think good” and preventative measures for COVID-19 
are recognized and solicited requests from our business partners.

Responses: 292 companies (group) responded (51% response rate).
The category on which companies most actively work was quality control. Many 
companies had specialized business unit operating quality control and operation and we 
will continue to encourage precision improvements as partners that provide safe and 
secure products together.
On the other hand, when it comes to management of the overall supply chain in relation 
to the environment (biodiversity conservation, water resources, disclosure of 
environmental data) and human rights (employment, unfair labor practices, occupational 
health and safety, etc.), while many companies understand the situation within their own 
companies, it was much hard to conduct any fact-finding surveys of suppliers.

In addit ion to working t irelessly  to deepen 
understanding within the company, we will seek to 
develop community with each partner company and 
ensure we understand the situation and promote 
improvements by conducting questionnaires that are 
tailored to the industry’s specific characteristics. We 
need to work to improve environmental and human 
rights issues across the industry and we are 
promoting proposals, approaches, and collaboration 
with government agencies and industry organizations 
as well as considering human rights due diligence.

■ Overview of questionnaire results ■ Future initiatives

The Isetan Mitsukoshi Group regards action on climate change as an important issue for continuous operation of our business. In 
FY2018, the Group identified a materiality for helping realize a sustainable society through its business, and started to promote 
sustainable management, which included responding to climate change. To encourage an even more proactive climate change 
countermeasures, we have declared our support for the Task Force on Climate-related Financial Disclosures (TCFD), and continue 
to review our evaluations and analysis based on more quantitative information that takes environmental change into account.

The world in 2030 Impact on business operation Less than 2°C 4°C

Risks

Physical 
risks

Extreme and 
abnormal 
weather events

■ Financial risk of loss incurred due to Group stores being damaged by extreme weather events
■ Risk of reduced sales due to stores being unable to operate because of typhoons and other weather events
■ Risk of reduced sales because goods cannot be procured due to disruption of the supply chain

Transition 
risks

Advancement of 
global warming

■ Risk of reduced sales of cold protection and other goods
■ Risk of reduced sales due to reduced customer traffic as consumers avoid going out in the heat

Introduction 
of carbon 
pricing

■ Increase of energy costs
■ Additional capital expenditure and other costs required for reducing CO² emissions
■ Increase of commodity procurement costs

Opportunities

Changes in consumer behavior ■ Rise in interest in environmentally conscious consumption and responses to that rise

Achievement of energy conservation ■ Financial effect of reduced energy costs

Evaluation of corporate value ■ Improved reputation among stakeholders and the public by striving to become an environmentally friendly business

Governance

The Isetan Mitsukoshi Group 
recognizes climate change as 
one of important management 
issues. Therefore, evaluation 
and measures regarding this 
issue are determined by the 
Board of Executive Officers 
chaired by the CEO and 
supervised by the Board of 
Directors.

Strategy

We envisaged two futures, in which 
average global temperatures rose by 
4°C and one where the temperature 
rise was less than 2°C, and conducted 
scenario analysis to ensure we could 
take appropriate action towards 
either cases. We are now identifying 
the financial impact of each world on 
the Group, examining both the risks 
and opportuni t ies, and tak ing 
appropriate measures.

Indicators and targets

We have set specific targets for reducing greenhouse gas 
emissions as an indicator for realizing a low-carbon society.
Isetan Mitsukoshi Group Medium-Term Environmental 
Targets for 2030 
A reduction of the Group’s CO² emissions of 50% from FY2013 
levels by 2030 (SCOPE 1 and SCOPE 2)
Isetan Mitsukoshi Group Long-term Environmental 
Targets for 2050 
A reduction of the Group’s CO² emissions to virtually zero by 2050

Risk management

We evaluate, analyze, and 
decide how to deal with both 
t h e  c l i m a t e - c h a n g e  r i s k s 
(transitional and physical) and 
opportunit ies of individual 
processes. The Group a lso 
examines risks and opportunities 
relating to climate change in 
our Sustainability Promotion 
Committee, which are then 
shared across the entire Group.

 : Increase of business risk    : Increase of business and revenue opportunities
Scenarios referred

Representative Concentration Pathway 8.5 (2.6 to 4.8 °C) IPCC 2015 Beyond 2°C Scenario IEA
Stated Policies Scenario WEO Representative Concentration Pathway 2.6/0.3~1.7°C IPCC 2014
Reference Technology Scenario IEA World Energy Outlook IEA
Sustainable Development Scenario WEO “Recommendations on Flood Control Planning in Light of Climate 

Change,” Ministry of Land, Infrastructure, Transport and Tourism

Feature
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Setting KPIs and monitoringStakeholder assessmentInternal discussion

Priority Initiatives: Identifying Processes

At the Isetan Mitsukoshi Holdings, priority initiatives (material issues) have been identified based on discussions at management conferences (current 
Board of Executive Officers), the opinions of external advisors, and the findings fromcustomer questionnaire surveys. We have identified three material 
issues among the social issues and requests from our stakeholders, from the perspective of making the most of our strengths as a company running a 
department store business as our core business, through the process described below.

Every year, many customers responding to the survey choose 
“guaranteeing product quality and safety and accurate labeling” as a 
measure that they want the Isetan Mitsukoshi Group to take. However, 
recent years have seen a growing proportion of respondents select 
“reduction of food loss,” familiar with the public, and “the 
development of a comfortable working environment where employees 
can achieve growth and personnel training.” In addition, we also 
received numerous requests concerning measures to prevent the 
spread of COVID-19 in FY2020.

1.Guaranteeing product quality and safety and accurate labeling 24.7%
2.Reduction of food loss 12.1%
3.Measures to prevent the spread of COVID-19 10.9%

Measures that customers 
want the Isetan Mitsukoshi 
Group to take

Im
pact on society

Impact on the Isetan 
Mitsukoshi Group

◆Issues with a significant impact on society and the Group’s businesses ◆Customer questionnaire survey conducted in December 2020 n=17,021

1.  Measures for the expansion of the 
wealthy population

2.  Measures for the expansion of the 
diversity of consumption patterns

3.  Measures for the declining birthrate 
and the growing proportion of elderly 
people, and increased lifespans.

4.  Measures for people returning to 
urban areas to live and depopulation 
in rural areas.

5.  Evolution of artificial intelligence (AI) 
and robots

6. Expansion of e-commerce business

7.  Being the best company to work for 
in Japan

8. Sustainable procurement
9. Lower-carbon energy

10.  Waste prevention and resource recycling
11.  Promoting the protection of marine 

and land-dwelling creatures
12.  Growing awareness of environmental 

protection among customers and 
business partners

13.  Promoting initiatives for revitalizing 
local communities

14. Corporate governance/Compliance

Identifying 100 social issues and issues 
about environmental change that are 
believed to affect the sustainable growth 
of the Group

Setting KPIs and monitoring significant 
issues

Confirming the direction for our material 
issues through stakeholder interviews, 
including a survey of customers

Plotting the impact of the social issues on society and their 
influence on our businesses, referencing our business 
strategy and the opinions of external advisors. We then 
narrowed these issues down to 14 specific issues and 
categorized them into 3 material issues

Identifying materialissues

To help customers enrich their lifestyles, we take 
initiatives and connect people with many areas. 
This includes the creation of opportunities to 
feel the emotions and aesthetics of people and 
the introduction of the local cultures, traditions, 
and specialties of many regions.

Connecting People and Local 
Communities 

Connecting a Sustainable 
Society and the Times

Improving the Satisfaction 
of Employees

To pass on a sustainable society to future 
generations, we are promoting initiatives that 
will help provide safe and secure products and 
services, and reduce environmental impact, 
such as  decarbonizat ion and resource 
conservation.

Positioning employee satisfaction as the most 
important foundation for the sustainable growth 
of our group, we are promoting various 
initiatives to ensure all employees can truly feel 
satisfied and comfortable with their job.

Priority Initiatives (Materiality) and Our View

Material Issue 1 Material Issue 2 Material Issue 3

The slogan “think good” carries our message, “Let’s start by seriously thinking using our imagination,” toward a bright and 
prosperous future. Based on the Isetan Mitsukoshi Group’s Basic Policy on Sustainability, we set out the following three pillars 
in April 2020: i) sustainable product lineup that is friendly to the global ecosystems and environment, stakeholders involved, 
and the wider society; ii) promotion of the four Rs; and iii) the dissemination of culture, technology, and sensibility, to guide our 
sustainability initiatives implemented through our main business activities under the slogan of “think good.” We will continue 
to aim for a sustainable society and a bright and prosperous future, by respecting and bridging diverse values and increasing 
various options, together with all stakeholders including our customers, business partners, and the local community.

Under the slogan of “think good,” we also carry out sustainability initiatives through our main business, department store operation

Centered on communication with stakeholders including customers, business partners, shareholders/investors, employees and 
local communities, we are improving and enhancing our legal functions and systems such as general meeting of shareholders, 
the Board of Directors, and accounting auditors, to promote corporate governance reform in conjunction with management 
reform.

Promoting fair trade and business activities

Group Governance and Communication 

Sustainability
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Connecting People and Local Communities

We actively engage with the local communities of areas from where we procure goods, not to mention areas where our stores 

are located, to implement community-oriented initiatives in collaboration with the local governments and industries.

To help customers enrich their lifestyles, the Isetan Mitsukoshi 
Group continues to organize and host events so that everyone 
with a cultural interest can experience the fascination of culture. 
In addition to art exhibitions such as “Haru no Inten (Japanese 
Painting Exhibition)” and “Japan Traditional Kogei Exhibition,” we 
hold international exhibitions introducing foreign cultures, and 
product exhibitions introducing famous products from individual 
regions across Japan by region.

In recent years, we are also working to disseminate the values 
of Japan’s world-class cultural assets through collaboration with 
National Museums and National Museum of Art.

Minamiuonuma is one of Japan’s leading rice 
producing areas. There is a movement seeking 
to reduce food loss by processing old rice, 
crushed rice, and milled rice that is not suitable 
for eating as rice resin biomass plastic. To 
support such efforts, Niigata Isetan exhibits 
and sells rice resin products at its “NIIGATA 
EPPIN” section where excellent specialties of 
Niigata are showcased. In addition, cutlery 
made of rice resin has been introduced at the 
employee cafeteria to raise awareness among 
employees.

To help SMEs across Japan recover from the plight of the 
COVID-19 crisis, on April 7, 2020, the Isetan Mitsukoshi 
Corporate Sales Division (current Business Solution Division) 
entered into a business partnership with Yoishigotookoshi 
Network, a business matching website by shinkin banks 
(credit association) across Japan.

The aim of the partnership is to discover and distribute 
local specialties previously unknown to the wider market and 
to support development of products with high added value, 
by combining each other’s strengths: Isetan Mitsukoshi 
Group’s expertise for commercializing and sales channels, 
and shinkin banks’ nationwide network.

To protect Japan’s cultural assets and pass 
on to  future  generat ions ,  I se tan 
Mitsukoshi holds special gift campaigns in 
collaboration with national museums and art museums to share 
our passion for culture and art during the mid-year and year-end 
gift seasons. During these seasons, we sell special gift items in 
packages featuring Japanese art works from collections archived 
at national museums and art museums. (Partnering museums 
include Tokyo National Museum (2016–), Kyoto National 
Museum, Nara National Museum, Kyushu National Museum, and 
The National Museum of Modern Art, Tokyo (2020–))

The Isetan Mitsukoshi Group has independently develop REV WORLDS, an app that enables users to access 
virtual cities from anywhere, anytime 24 hours a day.

The app enables customers to enjoy cityscapes using virtual reality and to shop at the virtual Isetan Shinjuku 
Main Store. You get to experience connecting with people by, for instance, visiting the store with friends and 
enjoying communicating over the chat function, and come across unexpected products in the city or store and 
experience new opportunities.

Concept
Aiming for the sustainable development of society and economy, the Isetan Mitsukoshi Group engages in various activities as a 
member of the local community. Through active communication with the people and communities around us and active 
participation of each of our employees, we seek and practice what we can do by leveraging our unique strengths as a 
department store. Specifically speaking, we carry out social contribution activities centered on fundraising and revitalizing local 
communities, contribute to cultural and traditional projects, and educate the next generation. We will continue to promote a 
trusting relationship with local communities.

Long-term aim
To utilize our store network and product procurement capabilities in Japan and overseas to propose new value while connecting 
people and local communities through products and services, and to carry Japanese technology and traditional culture in the next 
era. We also aim to work together with local communities to realize urban community development centered around department 
stores that capitalizes on local charm and appeal.

Support to raise recognition of rice resin (Niigata Isetan Mitsukoshi) Business partnership with Yoishigotookoshi Network
(Isetan Mitsukoshi Business Solution Division)

Collaboration with National Museums 
and National Museum of Art

REV WORLDS, the virtual Isetan Shinjuku Main Store app

◆ Co-creation with local communities

◆ Promoting and passing on culture and tradition

◆ Connecting with people to carve a new future

Specific initiatives

Key Initiative ➊
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Matsuyama Mitsukoshi, which was reopened gradually 
from fall 2021, is promoting store creation in 
collaboration with the local community.

Carrying out large-scale repairs of the store’s facilities, 
updating the existing large-capacity rooftop heat source 
equipment to compact equipment, and performing 
more detailed operations in consideration of daily 
weather conditions and the in-store environment has 
enabled to store to reduce annual greenhouse gas 
emissions by 660 tons.

We started converting all ceiling lights in stores 
to LED in 2011, investing roughly 8.7 billion 
y e n  t h r o u g h  F Y 2020 a n d  r e p l a c i n g 
approximately 510,000 light fixtures. More 
specifically, we have been carrying out work to 
replace f luorescent  lamps,  HID lamps 
(discharge tubes such as mercury lamps), and 
the remaining halogen lamps with LED 
lighting. This has enabled us to reduce annual 
electricity consumption by approximately 
40.6% and electricity-derived greenhouse gas 
emissions by 26,290 tons compared to 
FY2013.

Corridor Fuji, operated by Shizuoka Isetan, 
has been reducing greenhouse gas emissions 
and providing comfortable spaces for 
customers thanks through the rebuilding and 
reopening of store facilities. In addition to 
improving the store’s thermal insulation with 
double-glazed glass and installing LED 
lighting, we are also striving to reduce air-
conditioning loads through the use of natural 
ventilation and natural light.

Rooftop greening helps block solar rays and prevents concrete from storing heat, 
thereby reducing the air conditioning loads on top floor of buildings and saving energy. 
The Group is focusing on greening as one of its global warming 
countermeasures because covering buildings with greenery is an 
effective way of mitigating heat island effects through transpiration.

Green roofs serve to (1) suppress surface temperatures rises, (2) save 
energy, and (3) clean the air and give healing effects. They also serve to 
connect with the surrounding green space to create an ecological 
network, and contribute to biodiversity.

The Isetan Shinjuku Main Store’s I Garden, the Mitsukoshi Nihombashi 
Main Store’s Nihombashi Garden, and the Mitsukoshi Ginza store’s 
Ginza Terrace are all certified as a SEGES Urban Oasis by the 
Organization for Landscape and Urban Green Infrastructure.

Reducing CO² by updating rooftop heat source equipment

LED lighting initiative

Creating local community-rooted carbon-neutral stores

Rooftop greening initiatives

Connecting a Sustainable Society and the Times

Specific initiatives

The Isetan Mitsukoshi Group stores are shifting to an eco-friendlier operation model to realize a sustainable society, while 
deepening our engagement with the local communities.

Since FY2018, the Group has been responding to the CDP Climate Change Questionnaire. In 2021, we received 
an A- rating for the third consecutive year.

◆ Achieving a carbon-neutral society (efforts to reduce greenhouse gas emissions)

External assessment of our climate change approach

Concept
To pass on a sustainable society to future generations, the Group is implementing initiatives to reduce our environmental 
impact, including the provision of safe, reliable products and services, the contribution to the building of a low-carbon society, 
and resource conservation. Consumers’ environmental awareness is in particular rapidly increasing, and we have been actively 
proposing environment-conscious products and services to our customers. Going forward, we intend to further expand not only 
our physical stores but our online stores and convey messages for the future, make proposals, and improve communication.

Long-term aim

Key Initiative ➋

*Shizuoka Isetan Corridor Fuji

Now (2021) 2024 2030

Greenhouse gas emissions Down 50%
(v. FY2013)

Promote installation of LED back lighting 
(installation in store ceilings already completed)

Change to high-efficiency equipment 
through our long-term maintenance plan

Promote energy saving by introducing equipment 
systems that incorporate new technologies

Establishing solid human rights due diligence processes
Conduct human rights education for 100% of employees

Disclose and explain our procurement policy to all business partners 
and encourage the holding of dialogues on issue sharing and resolutionPreparing to conduct survey of 

business partners
*Implemented in FY2021

Greenhouse gas  
emissions Down 44.1%
(v. FY2013)

Procurement policy

Penetration rate among  
employees and business  
partners

100%

Ratio of renewable energy introduced

*At company-owned properties in the domestic department store business: 100%

(Percentage of electricity used at 
domestic department store business) 60%

Sustainability
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Shifting to a  
my-bag lifestyle

As part of its “think good” initiative, the Isetan Mitsukoshi Group promotes 4R activities under the theme “enjoy 
using and cherishing things for a long time.” As part of this initiative, in March 2021, a shop named “ReStyle” in 
Isetan Shinjuku Main Store and Mitsukoshi Isetan Online Store launched a new dyeing black service <KUROZOME 
REWEAR>. This service is offered through collaboration with Kyoto Montsuki Co., Ltd., a company which has been 
dyeing black crested kimono for over a century. They bring new life to clothes by re-dyeing in deep black using 
their unique shinkuro dyeing process. Kyoto Montsuki is also working to devise eco-friendly dyeing techniques in 
line with their philosophy to “achieve a sustainable society by extending the useful lives of cherished clothes.” 
With a cumulative total of more than 330 orders for the dyeing service to date, we are getting a greater response 
than we first anticipated. We hope to continue offering opportunities to enjoy extended life of long cherished 
clothes and to harbor an interest in finite resources through <KUROZOME REWEAR>.

<KUROZOME REWEAR> Clothes reborn by dyeing them black

<i’m green> The i’m green process

The Isetan Mitsukoshi Group Procurement policy states that, “we will strive to reduce waste emissions, properly dispose of waste, 
and recycle resources across the whole supply chain with the aim of creating a sustainable recycling-oriented and resource-
conserving society. One of our specific actions is 4R* We seek to respond to customer requests and develop methods of recycling 
resources that only our Group can achieve by, for instance, ensuring appropriate ordering and inventory management and high-
quality product lineups and aftercare services to facilitate valuable usage over a long period of time and encouraging buyback 
proposals and clothing collections.

In order to realize a society 
that doesn’t throw things 
away or make more than is 
necessary, we have created 
a business out of sending things that the 
Isetan Mitsukoshi Group to places that link to 
a new future where those items can once 
again play an active role. That is the i’m green 
framework that we started in October 2020. 
In addition to shopping in stores (Isetan 
Shinjuku and Mitsukoshi Nihombashi Main 
Stores), we also offer home delivery services.

◆ Supply chain management (creating a recycling-oriented society)

*4R = refuse, reduce, reuse, recycle

Refuse
Decline to 
use

We provide customers with choices 
that have been tailored to their 
individual purpose.
Reduce total packaging materials by refusing 
shopping bags, and opting for smart wrapping 
and online receipts, etc.

Reduce
Cut down

Reduce the amount of waste by 
reviewing production and ordering 
processes.
Appeal app use, promoting paperless offices,  
and achieving appropriate inventory through 
sales on orders, etc.

Reuse
Use again

We propose lifestyles that use 
products carefully over a long period 
of time.
Repair and remake, repurchase and redistribute 
clothing, etc., rental services, second-hand sales 
of men’s shoes, etc.

Recycle
Reclaim 
resources

We don’t incinerate products but 
connect them to new resources.
In addition to converting left-over food from 
stores into feed, fertilizer, and fuel we also  
collect secondhand clothing from customers  
and plastic bottles, and make original bags  
from recycled fiber, etc.

We propose various use or relinquish options for customers.

Resource recycling and 4R across the Group

Dispose

Redistribution

Collecting clothes

Use sales on orders to  
ensure appropriate production

Formal wear  
sharing service

Buyback service

Make

Choose

Use

Collecting

Relinquish

Recycling food waste

Use good products for longer  ◆ Maintain  ◆ Repair  ◆ Remake

Refuse

Recycle

Reuse

Reduce4R
Reduce

Recycle

Reuse

Reuse

Refuse

1

Selection process 
method

2

When shopping

3

A stylist from Isetan 
Mitsukoshi Holdings 
consults with you.

4

Some clothing is 
recycled as 

resources, etc.

You can choose whether 
to use the service in 

stores or through home 
delivery, etc.

Please feel free to drop 
in before shopping at 
Mitsukoshi or Isetan.

Our dedicated stylists 
propose the best methods.

Clothing is recycled 
through the  

JEPLAN, INC. supply chain.
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Improving Employee Satisfaction:  

Aiming to Improve Job Satisfaction and Comfortable Working Environments

Specific initiatives

Improving employee satisfaction

Communication

Communication is the basis for all efforts toward improving employee satisfaction. We therefore promote dialogue and 
discussion in all relationships as described below, and strive to foster a sense of unity.

Approximately 70% of the Group’s employees are women. As such, the participation of women is essential to both future 
corporate growth (realizing strategies and promoting innovation) and changing demographics. Going forward, we intend to 
continue fostering an environment in which women at various stages of their life can enjoy job satisfaction and comfortable 
working environments and play an active role by promoting a conducive organization culture and developing individual 
awareness, as well as enhancing our systems and support mechanisms.

◆ Communication

◆ Promoting diversity & inclusion (Promoting active participation of women)

Concept
The Isetan Mitsukoshi Group considers 
people as the most important factor 
in achieving our business strategies.
We position employee satisfaction (job 
satisfaction and comfortable working 
environment) as the most important 
foundation for all employees to 
progress toward a common goal.

▲

 Raising awareness of management policiesDialogue between top management and employees

▲

 Improving each employee’s psychological securityDialogue between middle management and unit members

▲

 Improvement of workstyle and the quality of personnel systemsCommunication between labor and management

Key Initiative ➌

Promoting diversity & inclusion
● Promoting active participation of women
● Promoting active participation of the disabled
● Promoting active participation of seniors
● Respect LGBTQ+ initiatives
●  Promoting active participation of foreign nationals 

and human resources from outside the Group
● Preventing human rights violations and harassment

Raising employee motivation
● Human resource development
●  Employee awards and internal 

qualification programs
● Right people in the right position
● Career step-up
●  Linking people inside and 

outside the Group

Realizing work-life balance
●  Reduction of total working  

hours
● Diverse workstyles
● Physical and mental healthcare

Dialogue 
between 
company 
president and 
management

We determine recruitment standards 
that respect diverse values. As a result, 
women account for at least half of 
new graduate  hires  for  career 
positions each year.

The ratio of female managers is increasing every 
year because we seek to create an environment in 
which employees can play an active role, regardless 
of their gender. In order to promote the active 
part ic ipat ion of  women, we are bui lding 
environments in which women can continue to 
work even after having children and enhancing our 
childcare-related systems. Indeed, many female 
managers with children remain in office. As a 
result, the average number of years of service for 
female staff has also been rising on a yearly basis.

The number of female applicants and successful 
candidates exceeded that for men in FY2020 for 
the promotion assessment to stage B (section chief, 
assistant manager level), and the pass rate for men 
and women was roughly equal (Percentage of 
successful female candidates in FY2020 = 55%).

Recruiting new graduates Managerial appointments and average years of service

Long-term aim
Now (2021) 2024 2030

Ratio of female managers (across the Group) 38.0%

Ratio of employees with disabilities *Isetan Mitsukoshi Holdings 3.5%and major Group companies in the Tokyo metropolitan area

Percentage of male employees taking childcare leave 100%*Groupwide

Companies achieving the average 1,700 total 
working hours per year (*target 23 Group companies)

Ratio of female managers (across the Group) 33.0%

Ratio of employees with disabilities *Isetan Mitsukoshi Holdings 3.0%and major Group companies in the Tokyo metropolitan area

Employee satisfaction survey response rate 100%

Percentage of male employees taking childcare leave 100%in Isetan Mitsukoshi Holdings

Companies achieving the average 1,700 total 
working hours per year (*target 23 Group companies)

Ratio of female managers (across the Group) 30.8%

Ratio of employees with disabilities *Isetan Mitsukoshi Holdings 2.75%and major Group companies in the Tokyo metropolitan area

Employee satisfaction survey response rate 97.0%

Percentage of male employees taking childcare leave 21.7%in Isetan Mitsukoshi Holdings

Companies achieving the average 1,700 total 
working hours per year (*target 23 Group companies) 30.4% 80.0% 100%

Number of new graduate hires (career positions)
*Isetan Mitsukoshi Holdings

FY2018 FY2019 FY2020 FY2021

Women 37 20 15 16

Men 28 14 17 12

Total 65 34 32 28

Number of 
female staff

Total 
number

Ratio of 
females

Stage A  
(General manager) 70 442 15.8%

Stage B (section chief and 
assistant manager level) 1,107 3,379 32.8%

Total 1,177 3,821 30.8%

FY2016 FY2017 FY2018 FY2019 FY2020

Women 20.6 20.7 21.1 21.2 21.4

Number of incumbents in FY2021 *Group total

Average years of service for female employees *Isetan Mitsukoshi Holdings

Sustainability
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To help us achieve our business strategies and 
sustainable corporate growth, the Group aims to create 
environments and opportunities for employees to learn 
autonomous, grow, and connect with their careers. To 
that end, we have formulated our MANABI Forest grand 
design for human resource development and provide 
education environments and opportunities to all 
employees.

Our MANABI Forest education system brochure, 
published in 2015, seeks to ensure continuous growth 
for the company by offering both (1) essential education 
for all employees and (2) training that each employee 
can select according to their envisaged career map.

◆ Achieving a Good Life-work Balance (Diverse Workstyles)

◆ Improving motivation (human resource development)

To encourage male employees to get involved in 
childcare, in addition to the statutory childcare leave 
system, Isetan Mitsukoshi has established our own 
childcare leave system as a “special case childcare leave.”

In order to support working employees who also care for their families, we have developed 
frameworks that enable employees to continue working by, for example, establishing a system 
that allows employees to take leave within a certain period of time and shorten their working 
hours by a greater degree than stipulated by laws and regulations. Employees can also take 
stock paid leave for family care reasons* and we are currently expanding the available options.

As of August 2021, roughly 90% of employees who took 
maternity or childcare leave had returned to work after 
childbirth and approximately 440 employees are using our 
childcare-work system to balance work and family 
commitments.

We are also expanding acceptable working patterns, 
including our temporary extension of working hours system 
for workers with childcare commitments, our early shift to full-
time work system, and our slide work system for workers with 
childcare commitments, which are all designed to help 
facilitate an early return to full-time work.

We have set up a childcare-related system consultation desk 
in the Human Resources Management Department, and, in 
addition to sending out Topics Letters to employees on 
childcare leave on a monthly basis, we also hold Back to Work 
Preparatory Q&A sessions before employees return to work, 
and Working Mother Seminars where female employees who 
have returned to work can listen to explanations of our 
personnel systems and advice from women who have already 
made use of those systems. Since FY2015, we have also been 
focusing on soft initiatives to encourage female employees to 
return to work and return full time, including holding our 
Working Mother Seminar 2 for female employees who are 
returning to full-time work.

Encouraging male employees to use childcare leave system Support for balancing nursing care and work

Childcare-related systems

We use contents for business affairs training and capability development in four major categories: career education, basic 
training, specialized training, and experience training systems. We emphasize the fundamentally important areas and develop 
training opportunities, including e-learning, that employees can select and learn on their own depending on the career path they 
envisage pursuing.

Ideal human resource development

With compassion and gratitude for all

Ability to assert yourself while respecting others

Being essential at all times

Always curious and aware

Each individual adopts a manager mindset

Use your imagination to determine your actions

Keywords MANABI

The Isetan Mitsukoshi Group provides all Group employees with the 
MANABI learning environments and opportunities in order to 

enrich each employees career and to make all stakeholders our fans, 
with the aim of achieving sustainable corporate growth.

We believe MANABI (learning) is an element of goodwill.
We drew strength from the history of goodwill of each company 

that has been operating the department store business 
for a long time, and the opinions of employees. 

We then selected words that would inspire human resource development, 
taking into account the current social background 

and predicted future social changes, and made our keywords MANABI. 

We intend to build a culture based 
on the keywords MANABI.

MANABI starts with an “M” and ends in an “I”.
The “M” stands for Mitsukoshi and Marui Imai

The “I” stands for Isetan and Iwataya

“M”IND

“A”SSERTION

“N”ECESSITY

“A”WARENESS

“B”USINESS-MINDED 

“I” MAGINATION

Our ideal human resource development

System Name and Content Number of employees

Male employees whose partner has given birth 60

Childcare leave system Statutory system 1

Special case 
childcare leave

Our own unique system. If a child is at the 
age of under one year old and the 
childcare leave is for within seven days 
(including an individual’s holidays), it will 
not be treated as a leave of absence but 
as up to five days of paid leave per child.

12

Total applicants 13

Take-up rate 21.7%

Male employees using the system in FY2020 *Isetan Mitsukoshi Holdings * A system that allows employees to save up a certain number of paid annual leave days that couldn’t be 
taken before the stipulated deadline

System Name Content Number of employees

Nursing care and 
nursing care preparatory 
leave system

Maximum of one year per eligible family member
Can be taken in split stages

10

Nursing care and 
nursing care preparatory 
work system

Maximum of three years for each eligible family 
member Can be taken in split stages

10

Family care leave
●  Five days a year for one eligible family member and 

10 days for two or more eligible family members
●  Can be used in units of hours, half days or full days

6

Number of users of nursing care-related systems in FY2020 *Employees and mate employees of Isetan Mitsukoshi Holdings

Childcare-related systems

System Name Content

Maternity leave Can secure 8 weeks before and 8 weeks after childbirth

Childcare leave 
system

Can be taken up until the last day of the month when the child turn 
four (for up to three years per child)

Shortened working 
hours for 
employees with 
childcare 
commitments

A systems that enables employees to shorten their work hours for a certain period for the 
purpose of childcare. Available for employees with children up until March 31 of the 
child’s third elementary school year.
(The maximum total amount of childcare-work and childcare leave permitted during the 
tenure of each employee is 10 years. If they go over this limit, the system can be extended 
until September 30 in the first year of elementary school year for the youngest child.)
* In FY2014, we introduced a temporary extension of working hours system for employees with 

childcare commitments (allows full-time work for up to 10 days per month)
* In FY2018, we introduced a slide work system for workers with childcare commitments (allows 

sliding working hours for up to 10 days per month)

Early shift to 
full-time work system

Can be used up until the end of their first child’s fourth year in 
elementary school or the end of the first year in elementary school for 
any subsequent children

Child nursing leave 
system

●  For nursing children up until they enter elementary school. Five days 
a year for one child and 10 days a year for 2 or more children

●  Can be used in units of hours, half days or full days
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Major Financial Data

FY2010 FY2011 FY2012 FY2013

Net sales 1,220,772 1,239,921 1,236,333 1,321,512

Gross profit 342,005 347,788 347,410 370,022

Selling, general and administrative expenses 331,012 323,954 320,771 335,376

Operating income 10,993 23,834 26,639 34,646

Recurring income 27,093 38,452 34,217 38,440

Net income attributable to parent company 
shareholders 2,640 58,891 25,292 21,166

Total assets 1,237,775 1,227,947 1,223,677 1,284,658

Shareholders’ equity 406,501 456,583 491,001 524,591

Net assets 418,152 468,479 505,127 541,069

Interest-bearing debt 213,925 173,264 181,263 171,285

Cash flows from operating activities 33,211 57,843 4,438 46,022

Cash flows from investing activities (24,419) (15,939) (26,312) (19,221)

Cash flows from financing activities 11,241 (44,940) 2,339 (16,151)

Capital investment 32,937 19,243 30,499 31,569

Depreciation 22,933 22,406 21,559 22,228

Net income per share (yen) 6.69 149.28 64.11 53.65

Net assets per share (yen) 1,030.60 1,157.37 1,244.54 1,329.45

Cash dividend per share (yen) 7.00 10.00 10.00 11.00

Gross profit margin 28.02% 28.05% 28.10% 28.00%

SG&A expense ratio 27.1% 26.1% 25.9% 25.4%

Operating profit margin 0.9% 1.9% 2.2% 2.6%

Return on equity (ROE) 0.6% 13.6% 5.3% 4.2%

Return on assets (ROA) 0.9% 1.9% 2.2% 2.8%

Rate of return on invested capital (ROIC) 0.9% 2.3% 2.5% 3.1%

Shareholders’ equity ratio 32.8% 37.2% 40.1% 40.8%

Payout ratio 104.6% 6.7% 15.6% 20.5%

● In sections with “−”, the value is not stated because data are not available.
● Percentage figures are rounded off to one decimal place.

Data and Information
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(Millions of yen)

FY2014 FY2015 FY2016 FY2017 FY2018 FY2019 FY2020

1,272,130 1,287,253 1,253,457 1,256,386 1,196,803 1,119,191 816,009

355,456 361,768 365,609 367,282 348,282 322,702 227,565

322,372 328,660 341,673 342,869 319,052 307,023 248,542

33,083 33,107 23,935 24,413 29,229 15,679 (20,976)

34,563 36,704 27,418 27,325 31,995 19,771 (17,171)

29,886 26,506 14,976 (960) 13,480 (11,187) (41,078)

1,291,560 1,293,043 1,312,074 1,275,535 1,247,427 1,223,800 1,198,303

560,362 563,264 568,858 576,396 575,531 542,345 501,936

577,655 574,316 579,782 588,091 585,715 550,161 508,275

160,601 175,871 186,751 139,972 136,746 175,548 208,884

49,448 43,099 35,373 72,972 28,286 16,281 1,197

(34,374) (24,481) (40,913) (26,981) (22,450) (9,965) (4,737)

(17,372) (3,711) 2,413 (52,753) (9,063) 20,259 29,733

29,279 40,043 34,200 38,446 56,526 38,055 29,484

22,818 23,020 23,562 25,272 25,734 27,021 23,629

75.74 67.41 38.27 (2.47) 34.58 (28.90) (107.96)

1,421.72 1,438.17 1,460.32 1,478.74 1,475.74 1,426.61 1,317.23

11.00 12.00 12.00 12.00 12.00 12.00 9.00

27.94% 28.10% 29.17% 29.23% 29.10% 28.83% 27.89%

25.3% 25.5% 27.3% 27.3% 26.7% 27.4% 30.5%

2.6% 2.6% 1.9% 1.9% 2.4% 1.4% (2.6%)

5.5% 4.7% 2.6% (0.2%) 2.3% (2.0%) (7.9%)

2.6% 2.6% 1.8% 1.9% 2.3% 1.3% (1.7%)

3.0% 3.0% 2.2% 2.3% 2.8% 1.5% (2.0%)

43.4% 43.6% 43.4% 45.2% 46.1% 44.3% 41.9%

14.5% 17.8% 31.4% − 34.7% − −
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Financial Data

Fiscal 2019 (As of
March 31, 2020)

Fiscal 2020 (As of
March 31, 2021)

ASSETS

Current assets   

Cash and bank deposits 74,301 100,041

Notes and accounts receivable-trade 119,441 116,415

Marketable securities 1,718 1,683

Merchandise 38,128 28,907

Finished goods 24 5

Work in process 2,797 320

Raw materials and supplies 629 549

Other current assets 39,007 38,730

Less: Allowance for doubtful accounts (3,736) (4,205)

Total current assets 272,313 282,448

Property and equipment   

Tangible fixed assets   

Buildings and structures, net 170,907 161,238

Land 533,433 521,541

Construction in progress 5,525 7,649

Right-of-use assets, net 4,914 2,273

Other tangible fixed assets, net 20,191 17,550

Total tangible fixed assets 734,972 710,252

Intangible fixed assets   

Software 18,044 15,410

Goodwill 15 −

Other intangible fixed assets 22,702 23,453

Total intangible fixed assets 40,762 38,863

Investments and other assets   

Investment securities 108,743 110,558

Long-term loans receivable 229 177

Guarantee deposits 47,968 44,910

Net defined benefit assets 3,539 3,570

Deferred tax assets 10,110 3,270

Other assets 5,201 4,318

Less: Allowance for doubtful accounts (173) (170)

Total investments and other assets 175,618 166,635

Total property and equipment 951,353 915,751

Deferred assets   

Bond issue costs 133 102

Total deferred assets 133 102

Total assets 1,223,800 1,198,303

Fiscal 2019 (As of
March 31, 2020)

Fiscal 2020 (As of
March 31, 2021)

LIABILITIES

Current liabilities   

Notes and accounts payable 79,742 83,140

Short-term borrowings 21,401 31,084

Commercial paper 50,000 50,000

Income taxes payable 2,897 1,834

Gift vouchers 77,374 80,012

Reserve for bonuses 10,447 6,415

Allowance for point cards 9,870 8,581

Reserve for loss from redemption of gift vouchers 32,799 36,154

Other current liabilities 96,779 80,630

Total current liabilities 381,313 377,853

Long-term liabilities   

Bonds payable 40,000 40,000

Long-term debt 64,146 87,800

Deferred tax liabilities 128,011 128,522

Net defined benefit liability 36,150 34,570

Provision for loss on business of subsidiaries and affiliates 100 29

Liabilities from application of equity method 1,651 2,811

Other long-term liabilities 22,266 18,440

Total long-term liabilities 292,325 312,173

Total liabilities 673,639 690,027

NET ASSETS

Shareholders’ equity   

Common stock 50,790 50,995

Capital surplus 322,985 323,755

Retained earnings 183,644 138,865

Less: Treasury stock (19,304) (18,654)

Total shareholders’ equity 538,115 494,962

Accumulated other comprehensive income   

Net unrealized gains (losses) on other securities 1,523 3,240

Deferred gains (losses) on hedges 43 46

Foreign currency translation adjustments 4,625 4,923

Remeasurements of defined benefit plans (1,962) (1,236)

Total accumulated other comprehensive income 4,229 6,973

Stock acquisition rights 1,857 1,447

Non-controlling interests 5,958 4,891

Total net assets 550,161 508,275

Total liabilities and net assets 1,223,800 1,198,303

● In sections with “−”, the value is not stated because data are not available.
● Data for the fiscal year ended March 31, 2021 are financial data disclosed on May 12, 2021

Consolidated Balance Sheets (Millions of yen)
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Consolidated Statements of Cash Flows (Millions of yen)

Breakdown by Business Segment and Net Sales and Operating Income (Consolidated)

Fiscal 2019 (From April 1,
2019 to March 31, 2020)

Fiscal 2020 (From April 1,
2020 to March 31, 2021)

Net sales 1,119,191 816,009

Cost of sales 796,489 588,443

Gross profit 322,702 227,565

Selling, general and administrative expenses 307,023 248,542

Operating income (loss) 15,679 (20,976)

Non-operating income 16,409 15,804

Non-operating expenses 12,316 11,999

Recurring income (loss) 19,771 (17,171)

Extraordinary gain 9,751 13,150

Extraordinary loss 31,826 26,975

Income before income taxes (2,303) (30,997)

Income taxes - current 4,544 2,852

Income taxes - deferred 5,767 8,231

Total income taxes 10,312 11,083

Net loss (12,615) (42,080)

Net loss attributable to non-controlling interests (1,428) (1,001)

Net loss attributable to parent company shareholders (11,187) (41,078)

Fiscal 2019 (From April 1,
2019 to March 31, 2020)

Fiscal 2020 (From April 1,
2020 to March 31, 2021)

Cash flows from operating activities 16,281 1,197

Cash flows from investing activities (9,965) (4,737)

Cash flows from financing activities 20,259 29,733

Effect of exchange rate changes on cash and cash equivalents (141) 53

Net increase (decrease) in cash and cash equivalents 26,433 26,247

Cash and cash equivalents at beginning of year 50,147 76,659

Increase (decrease) in cash and cash equivalents due to changes in scope of consolidation (0) (108)

Increase in cash and cash equivalents from merger with non-consolidated subsidiaries 79 −

Cash and cash equivalents at end of year 76,659 102,797

FY2020 net sales and operating income

Department store 
business

Net sales 7,521 billion yen YoY  72.6%

Operating income (303 billion yen) (Operating income of 2.2 billion yen in the previous fiscal year)
Credit & finance business/
customer organization
management business

Net sales 325 billion yen YoY  84.3%

Operating income 44 billion yen YoY  78.5%

Real estate business
Net sales 283 billion yen YoY  80.1%

Operating income 54 billion yen YoY  91.1%

Other businesses
Net sales 636 billion yen YoY  77.2%

Operating income (6 billion yen) (Operating income of 1.6 billion yen in the previous fiscal year)

Department
store business

85.8%

Other businesses
 7.3%

Real estate
business 3.2%

Credit &
finance
business/
customer
organization
management
business

3.7%

Breakdown of
FY2020 net sales

by segment
(consolidated)

Consolidated Statements of Income (Millions of yen)
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Non-Financial Data Environment

Environmental Policy Yes https://imhds.disclosure.site/ja/themes/86#992

Climate Change

Policy on Climate Change Yes
Included in the Isetan Mitsukoshi Group Environmental Policy
https://imhds.disclosure.site/en/themes/86#992

 Boundary*1 Unit FY2017 FY2018 FY2019 FY2020 FY2021

GHG Emissions*2*3

GHG Scope 1

Group t-CO2

27,281 25,644 24,234 22,573 17,030

GHG Scope 2 210,705 187,581 175,458 152,628 123,237

Subtotal (Scopes 1 and 2) 237,986 213,224 199,691 175,201 140,267

GHG Scope 3 (15 categories) − 3,462,866 3,419,360 3,089,695 2,703,028

Total (Scopes 1, 2 and 3) − 3,676,090 3,619,051 3,264,896 2,843,295

CO2 Emissions*2*3

Direct CO2 Emissions

Group t-CO2

27,281 25,644 24,234 22,573 17,030

Indirect CO2 Emissions 210,705 187,581 175,458 152,628 123,237

Total 237,986 213,224 199,691 175,201 140,267

CO2 Emissions per Unit (Business hours × Total floor area)*2 Group − 48.3 45.3 44.0 40.4 40.7

Energy
Consumption*2

Electricity

Group

GJ 3,715,661 3,420,165 3,169,908 2,884,668 2,461,563 

Thousands 
of kWh

380,703 350,427 324,786 295,560 252,209 

Natural Gas

GJ

515,128 491,429 463,992 430,939 327,533

District Heating and Cooling 110,985 102,179 104,192 99,815 38,400

Diesel and Heavy Oil A 18,312 11,940 11,596 10,769 10,475

Steam 15,499 17,704 10,990 11,088 10,482

Hot water and Cold water 141,349 129,782 128,395 135,153 101,027

Renewable Energy Used 632 583 586 545 652

Total 4,517,566 4,173,782 3,889,659 3,572,976 2,950,133

Energy Consumption per Unit
(Business hours × Total floor area)*2 Group − 916.1 887.6 857.1 823.5 855.7

Total Amount of Renewable Energy Purchased or 
Generated

Group
Thousands 

of kWh
65 60 60 55 66

Fluorocarbon
Emissions*4

HFC

Group t-CO2

2,600 1,949 2,588 2,017 1,686

HCFC 1,185 353 426 70 381

CFC 1,059 802 565 1,524 783 

Total 4,846 3,106 3,584 3,614 2,853

Number of ISO14001 Certifications Group cases 0 0 0 0 0

CDP Climate Change Scores Group  − B A- A- A-

1.  Boundary: Boundary (Group) pertaining to the environment includes Isetan Mitsukoshi Holdings Ltd., Isetan Mitsukoshi Ltd., the Group department stores in Japan and (some) 
affiliates in Japan.

2.  As a result of revising the range of aggregation and changing the emission factor from the fixed coefficient to the adjusted variation coefficient, CO2 emissions and energy 
consumption have been changed retrospectively.

3.  Scope 1-3: The Group’s GHG emissions calculation standards and calculation methods for each of Scope 3 categories have been verified by third-party organizations
4.  Fluorocarbon Emissions: This refers to the amount of fluorocarbons of freezers, refrigerators and air-conditioning equipment used at our stores reported under the Act on 

Rational Use and Proper Management of Fluorocarbons. Values included in the “Report on Calculated Amount of Leaked Fluorocarbons” are published.

● In sections with “−”, the value is not stated because data are not available.
● Percentage figures are rounded off to one decimal place.
●   “Isetan Mitsukoshi” in the boundary refers to Isetan Mitsukoshi Ltd. (companies in the Department Store Business located in the Tokyo Metropolitan area).
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Resources and Waste

Resource Use Policy Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

Waste Reduction Policy Yes

Included in the Isetan Mitsukoshi Group Environmental Policy and the Isetan
Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#992
https://imhds.disclosure.site/en/themes/86#1012

Chemical Phase-Out and Management Policy Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

Biodiversity Policy Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

 Boundary*1 Unit FY2017 FY2018 FY2019 FY2020 FY2021

Raw Materials usage (Resources for Packaging) Group t 4,794 4,679 4,451 4,375 2,412

Total amount of Waste Group t 29,359 27,886 26,686 24,680 16,992

Recycled Materials Group t 21,524 20,410 19,497 17,993 12,118

% of Recycled Materials Group % 73.3 73.2 73.1 72.9 71.3

Waste Sent to Landfills Group t 7,835 7,476 7,190 6,686 4,874

Waste Sent to Landfills per Unit (Sales amount) Group t 6.9 6.7 6.5 6.5 6.5

% of Food Recycling Group % 77.6 75.9 76.8 75.8 77.1 

NOx Emissions
Isetan 

Mitsukoshi
t 70 66 62 85 96

PM Emissions
Isetan 

Mitsukoshi
t 1 1 1 1 1

Compliance

 Boundary*1 Unit FY2017 FY2018 FY2019 FY2020 FY2021

Number of Environmental Violations Group cases 0 0 0 0 0

Total Cost of Fines for Environmental Violations Group Yen 0 0 0 0 0

Water

Water Policy Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

 Boundary*1 Unit FY2017 FY2018 FY2019 FY2020 FY2021

Total amount of water consumption*5 Group
Thousands 

of m3 3,005 2,879 2,720 2,464 1,760

Total amount of Wastewater Group
Thousands 

of m3 2,588 2,536 2,492 1,916 1,561

5. Including clean water, industrial water and well water.

*Regarding non-financial data (environment), we may review the data collection scope and revise past figures
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Non-Financial Data Society

Policies

Human Rights Policy Yes
Included in the Isetan Mitsukoshi Group Human Rights Policy
https://imhds.disclosure.site/en/themes/86#1063

Policy Against Child Labor Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

Policy Against Forced Labor Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

Anti-Discrimination Policy Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1063

Policy on Freedom of Association Yes

Included in Internal Regulation “Collective Labor Agreement”

Policy on the Right to Collective Bargaining Yes

Occupational Safety and Health Policy Yes
Included in the Isetan Mitsukoshi Group Procurement Policy
https://imhds.disclosure.site/en/themes/86#1012

Information Security

 Boundary Unit FY2017 FY2018 FY2019 FY2020 FY2021

Number of ISO 27001 Certifications Group cases 2 2 2 2 2

Number of ISO 20000 Certifications Group cases 1 1 1 1 1

Number of JISQ15001 (Privacy Mark-Certified) Group 
Companies

Group Companies 5 5 5 5 5

Number of Information Security Violations Group cases 0 0 0 0 0

Total Cost of Fines for Information Security Violations Group Yen 0 0 0 0 0

Business Partners

 Boundary Unit FY2017 FY2018 FY2019 FY2020 FY2021

Number of Explanatory Forums for Business Partners
Isetan 

Mitsukoshi
cases 1 1 1 1 0※1

1. Cancelled under the state of emergency to prevent the spread of COVID-19

● In sections with “−”, the value is not stated because data are not available.
● Percentage figures are rounded off to one decimal place.
●  “Isetan Mitsukoshi” in the boundary pertaining to society/governance refers to Isetan Mitsukoshi Ltd. (companies in the Department Store Business located in the Tokyo 

Metropolitan area).
●  “Group” in the boundary pertaining to society/governance refers to Isetan Mitsukoshi Holdings Ltd., Isetan Mitsukoshi Ltd., the Group department stores in Japan and (some) 

affiliates in Japan.
● “Overseas” in the boundary pertaining to society/governance refers to (some) affiliates based overseas.
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Employees

 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020

Number of Employees*1

(Employees and Employees 
whose area to work is 
limited)

Female
Isetan 

Mitsukoshi Persons

5,254 5,181 4,957 4,598 4,464

Male 2,826 2,617 2,405 2,186 2,104

Total 8,080 7,798 7,362 6,784 6,568

Number of Temporary
Employees*1

(Number of Part-Time 
Employees)

Female
Isetan 

Mitsukoshi Persons

2,671 2,554 2,292 1,788 1,622

Male 139 126 101 83 73

Total 2,810 2,680 2,393 1,871 1,695

Average years of service*1 
(Employees)

Female
Isetan 

Mitsukoshi Years

20.6 20.7 21.1 21.2 21.4

Male 21.4 21.3 21.2 21.2 21.6

Total 21.0 20.9 21.1 21.2 21.5

Average Age of
Employees*1

(Employees)

Female
Isetan 

Mitsukoshi Age

42.3 42.6 43.2 43.2 43.7

Male 44.3 44.2 44.2 45.5 44.6

Total 43.3 43.3 43.6 44.4 44.1

% of people with disabilities in workforce*2 Group % 2.28 2.42 2.56 2.69 2.75
Number of Females Officers*3 Group Persons 4 3 4 5 5

Number of Females in Management Positions Isetan 
Mitsukoshi Persons 587 576 576 540 544

% of Females in Management Positions Isetan 
Mitsukoshi % 22.6 23.9 25.6 25.9 26.7

Number of Childcare leave
(Employees and Employees 
whose area to work is 
limited)

Female
Isetan 

Mitsukoshi Persons

124 134 127 126 120

Male 24 19 19 14 13

Total 148 153 146 140 133

% of Usage of Childcare leave
(Employees and Employees 
whose area to work is limited)

Female Isetan 
Mitsukoshi %

− − 99.4 100.0 100.0

Male − − 21.8 23.3 21.7

Number of our Employees Who 
Shortened Working Hours for 
Childbirth or Childcare Purposes
(Employees and Employees 
whose area to work is limited)

Female
Isetan 

Mitsukoshi Persons

462 451 457 475 473

Male 0 0 0 1 0

Total 462 451 457 476 473

Number of Returners from Paid Maternity Leave
(Employees and Employees whose area to work is limited)

Isetan 
Mitsukoshi Persons 91 97 103 111 118

% of Employees who is taking part of Labour Union
(Employees and Employees whose area to work is limited)

Isetan 
Mitsukoshi % 100.0 100.0 100.0 100.0 100.0

Number of OHSAS 18001 Certifications (Occupational 
Health and Safety Management System)

Isetan 
Mitsukoshi cases 0 0 0 0 0

Number of New Graduate 
Employees
(Employees and Employees 
whose area to work is limited)

Female
Isetan 

Mitsukoshi Persons

191 151 67 79 25

Male 56 32 19 23 14

Total 247 183 86 102 39

% of Females in New Graduate Employees Isetan 
Mitsukoshi % 77.3 82.5 77.9 77.4 64.1 

Number of Occupational Accidents Isetan 
Mitsukoshi cases 152 139 97 135 101

Annual Total Actual Working Hours Isetan 
Mitsukoshi Hours 1,954 1,944 1,926 1,789 1,781

Paid Leave Usage Rate Isetan 
Mitsukoshi % 68.5 74.9 78.2 83.3 64.7

Training Hours*5

Total number of employees participating in training 
(regular employees, region-based employees, part-
time employees and employees of business partners)

Isetan 
Mitsukoshi

Hours − 5,770 5,627 6,093 12,018

Persons − 24,377 24,640 25,123 21,034

Ratio of local employees to executives
(officers, etc.) at overseas offices Group % 25.7 28.4 30.8 30.0 35.0

※4

1. As of April 1 of each year
2. Percentage of disabled in workforce for the total of Isetan Mitsukoshi Ltd. and main Group companies in the Tokyo Metropolitan area as of June 1 each year
3. External directors and the executive officers of Isetan Mitsukoshi Holdings Ltd. and Isetan Mitsukoshi Ltd. and the presidents of Group subsidiaries
4.  In response to the state of emergency to prevent the spread of COVID-19, Isetan Mitsukoshi closed its stores from Wednesday April 8 to Friday May 29 in 2020. Employees 

were given an official leave of absence during this period.
5.  Training hours refer to hours spent for basic trainings (training for employees up to the third year after joining the company and training for employees of business partners at 

our stores), occupational training, area-specific training and qualification training.
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Non-Financial Data Governance

Corporate Governance

 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020 As of June 
30, 2021

Number of Directors*1

Internal 
Directors

Female

HDS Persons

0 0 0 0 0 0
Male 5 5 5 5 6 3
Total 5 5 5 5 6 3

Independent 
Directors

Female 0 0 1 2 2 2
Male 2 2 2 1 5 4
Total 2 2 3 3 7 6

External Directors
 (other than 
Independent Directors)

Female 0 0 0 0 0 0
Male 1 1 1 1 0 0
Total 1 1 1 1 0 0

Total 8 8 9 9 13 9
The Director and Executive Officers
(The  Director and Corporate Executive Officer from June 2020.)

HDS Persons 5 3 3 4 4 2

% of The Director and Executive Officers on the Board
(The  Director and Corporate Executive Officer from June 2020.)

HDS % 62.5 37.5 33.3 44.4 30.8 22.2

% of Independent Directors on the Board HDS % 66.6 66.6 75.0 75.0 100.0 100.0
% of Female on the Board HDS % 0 0 11.1 22.2 15.3 22.2
Average Age of Directors (including External Members) HDS Age 65.3 65.3 65.9 62.5 63.4 64.8
Average Age of Directors (Internal Members only) HDS Age 61.0 60.4 60.4 60.3 61.2 61.7
Number of Board Meetings HDS Times 17 15 14 15 13 −
Board Meeting Attendance HDS % 97.7 95.0 99.2 95.6 99.4 −
Attendance of Independent Directors at Board Meetings HDS % 100.0 100.0 97.4 93.3 98.9 −
Number of Directors whose attendance rate of Board of Director is less than 75% HDS Persons 0 0 0 0 0 −

Number of Nominating
Committee Members*1

Internal 
Directors

Female

HDS Persons

− − − − 0 0
Male − − − − 1 1
Total − − − − 1 1

Independent 
Directors

Female − − − − 1 1
Male − − − − 3 3
Total − − − − 4 4

External Directors
 (other than 
Independent Directors)

Female − − − − 0 0
Male − − − − 0 0
Total − − − − 0 0

Total − − − − 5 5
Number of Nominating Committee HDS Times − − − − 9 −
Attendance rate of Nomination Commitee Members HDS % − − − − 100.0 −
Number of Members whose attendace rate of Nomination Committee is less than 75% HDS Persons − − − − 0 −

Number of  Remuneration 
Committee Members*1

Internal 
Directors

Female

HDS Persons

− − − − 0 0
Male − − − − 1 0
Total − − − − 1 0

Independent 
Directors

Female − − − − 1 1
Male − − − − 2 2
Total − − − − 3 3

External Directors
 (other than 
Independent Directors)

Female − − − − 0 0
Male − − − − 0 0
Total − − − − 0 0

Total − − − − 4 3
Number of Remuneration Committee HDS Times − − − − 9 −
Attendance rate of Remuneration Committee Members HDS % − − − − 96.0 −
Number of Members whose attendace rate of Remuneration Committee is less than 75% HDS Persons − − − − 0 −

Number of Audit
Committee Members*1

Internal 
Directors

Female

HDS Persons

− − − − 0 0
Male − − − − 1 1
Total − − − − 1 1

Independent 
Directors

Female − − − − 1 0
Male − − − − 3 3
Total − − − − 4 3

External Directors
 (other than 
Independent Directors)

Female − − − − 0 0
Male − − − − 0 0
Total − − − − 0 0

Total − − − − 5 4
Number of Audit Committee HDS Times − − − − 16 −
Attendance rate of Audit Committee Members HDS % − − − − 100.0 −
Number of Members whose attendance rete of Audit Committee is less than 75% HDS Persons − − − − 0 −

Data and Information
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 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020 As of June 
30, 2021

Number of Nominating
and Compensation
Committee Members*1

Internal 
Directors

Female

HDS Persons

0 0 0 0 − −
Male 2 2 1 1 − −
Total 2 2 1 1 − −

Independent 
Directors

Female 0 0 1 2 − −
Male 2 2 2 1 − −
Total 2 2 3 3 − −

External Directors
 (other than 
Independent Directors)

Female 0 0 0 0 − −
Male 1 1 1 1 − −
Total 1 1 1 1 − −

Total 5 5 5 5 − −
Number of Nominating and Compensation Committee 
Meetings*1 HDS Times 11 12 12 12 − −

Nominating and Compensation Committee Meeting 
Attendance*1 HDS % 100.0 96.6 98.3 93.3 − −

Number of Audit &
Supervisory Board
Members*1

Internal Audit & 
Supervisory 
Board Members

Female

HDS Persons

0 0 0 0 − −
Male 2 2 2 2 − −
Total 2 2 2 2 − −

Independent Audit 
& Supervisory 
Board Members

Female 0 0 0 0 − −
Male 1 2 2 2 − −
Total 1 2 2 2 − −

External Audit & 
Supervisory Board 
Members (other 
than Independent 
Audit & Supervisory 
Board Members)

Female 0 0 0 0 − −

Male 1 1 1 1 − −

Total 1 1 1 1 − −

Total 4 5 5 5 − −
% of Independent Audit & Supervisory Board Members 
among External Audit & Supervisory Board Members*1 HDS % 50.0 66.6 66.6 66.6 − −

% of Female Audit & Supervisory Board Members*1 HDS % 0 0 0 0 − −
Number of Audit Committee Meetings*1 HDS Times 14 15 15 16 − −
Audience rate of Audit Committee Meeting*1 HDS % 100.0 96.9 97.3 96.2 − −
Attendance of Independent Audit & Supervisory Board 
Members at Board Meetings*1 HDS % 100.0 91.6 96.6 90.6 − −

Number of Audit & Supervisory Board Members 
Attending Less Than 75% of Board Meetings*1 HDS Persons 0 0 0 0 − −

1. In June 2020, the Company changed its institutional design from a company with the Audit & Supervisory Board to a company with a nominating committee, etc.

Compensation

 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020

Compensation of Directors
(Excluding External Directors)

Base Salary*1

HDS
Millions 
of yen

153 159 175 178 112
Bonuses 0 0 58 0 0
Share-Based Compensation*2 72 75 72 66 10
Total 226 234 306 244 123

Executive compensation*3

Base Salary*1

HDS
Millions 
of yen

− − − − 167
Bonuses − − − − 9
Share-Based Compensation*2 − − − − 19
Total − − − − 195

Compensation of Audit & 
Supervisory Board Members
(Excluding External Audit & 
Supervisory Board Members)*4

Base Salary*1

HDS
Millions 
of yen

44 44 50 50 12
Bonuses − − − − 0
Share-Based Compensation*2 − − − − 0
Total 44 44 50 50 12

Compensation of External 
Directors and External Audit & 
Supervisory Board Members*4 

Base Salary*1

HDS
Millions 
of yen

51 58 69 78 90
Bonuses − − − − −
Share-Based Compensation*2 − − − − 7
Total 51 58 69 78 97

1. Excluding subsidiaries
2. Stock option as stock-based compensation was revised and share price-linked restricted stock compensation was introduced in FY2020.
3.  The total amount of compensation, etc. of executive officers represents the amount paid to those who assumed office after the transition to a company with a nominating 

committee, etc. from June 15, 2020 to March 31, 2021. Regarding compensation paid to those who concurrently serve as directors, the total amount paid after the transition 
has been shown separately for the compensation as directors and that as executive officers.

4.  Based on the resolution of the 12th Ordinary General Meeting of Shareholders held on June 15, 2020, we have transitioned to a company with a nominating committee, etc. 
and the previous Audit & Supervisory Board members, including outside Audit & Supervisory Board members, resigned at the conclusion of that shareholders meeting
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Non-Financial Data Governance

1. Including “compensation for non-audit services”

Accounting Audits
 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020

Compensation of Accounting Auditors*1 Group Millions 
of yen 253 260 247 232 227

Compliance

Corporate Ethics Yes Isetan Mitsukoshi Group Standards of Corporate Ethical Behavior
https://imhds.disclosure.site/en/themes/86#925

Anti-Corruption Policy Yes Anti-Bribery Policy
https://imhds.disclosure.site/en/themes/152#1170

Anti-Bribery Policy Yes Stated in the Anti-Bribery Policy and the Anti-Bribery Rules, internal rules
https://imhds.disclosure.site/en/themes/152#1170

Protection Policy on Employee used whistleclowing 
system Yes Regulation of Group Hotline

https://imhds.disclosure.site/en/themes/152

Fair Trade Policy Yes Basic Policy on Fair Trade
https://imhds.disclosure.site/en/themes/152#1172

 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020
Number of Fines and Penalties for Corruption Group cases 0 0 0 0 0
Total Cost of Fines and Penalties for Corruption Group Yen 0 0 0 0 0
Number of Incidents of Non-Compliance Group cases 0 1 0 1 0

Total Cost of Incidents of Non-Compliance Group 10 thousand 
yen 0 819 0 1,526 0

1. The former Corporate Philosophy Committee until FY2017
2. The former Risk Management Committee until FY2017
3. The former Environment CSR Promotion Committee until FY2017

Meeting Bodies
 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020

Committee for Promoting “Our 
Philosophy”*1

Number of 
members 

Group 
Persons 249 255 250 68 68

Number of 
meetings times 1 1 1 1 1

Compliance and Risk Management 
Promotion Committee*2

Number of 
members 

Group 
Persons 24 19 65 75 82

Number of 
meetings times 2 2 2 2 2

Sustainability Promotion Committee*3

Number of 
members 

Group 
Persons 63 62 21 63 46

Number of 
meetings times 2 2 2 2 1

Workstyle Reform Promotion 
Committee

Number of 
members 

Group 
Persons − − 64 82 72

Number of 
meetings times − − 3 3 3

Shareholder Rights

Anti-Takeover Measures None

Other

Other Data
 Boundary Unit FY2016 FY2017 FY2018 FY2019 FY2020

Total number of stores Department 
stores in Japan Stores 25 24 24 21 20

Store traffic Isetan 
Mitsukoshi

Thousand 
people 103,409 94,000 90,083 79,412 39,662

Number of proper card accounts Group 10 thousand 
accounts 269.4 268.5 263.9 252.8 229.9

Proper card transaction volume in our group stores Group Millions 
of yen 1,077,390 1,093,369 1,095,236 1,068,100 870,273

Proper card utilization rate Group % 82.7 82.5 81.7 80.7 80.5

Tax-free sales*1 Group Millions 
of yen 52,272 67,511 75,554 64,687 5,095

1. Total sales that went through tax exemption procedures
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Corporate Information

Company Name Isetan Mitsukoshi Holdings Ltd.

Business Lineup Business planning and management of subsidiaries and group companies engaged in department 
store businesses and incidental or related businesses

Representatives President and CEO Toshiyuki Hosoya
(Concurrently serving as President, Representative Director, and Executive Officer of Isetan Mitsukoshi Ltd.)

Executive Vice President and Chief Merchandising & Marketing Officer Toru Takeuchi
(Concurrently serving as Executive Vice President, General Manager, MD Administration Department, 
Isetan Mitsukoshi Ltd.)

Established April 1, 2008

Head Office 5-16-10, Shinjuku, Shinjuku-ku, Tokyo 160-0022, Japan

Capital JPY 50.679 billion yen

Fiscal year end March 31

Company Profile (as of July 1, 2021)

Performance and Business Scale of Isetan Mitsukoshi Group

117 years after the Department Store Declaration in 1904,
the Isetan Mitsukoshi Group, which connects people and bridges times,

will continue to evolve to become department stores
for the new era making use of the power of IT, stores, and people.

Department
 store

business

85.8%

Other businesses 

7.3%
Real estate 
business

3.2%

Credit & 
finance 
business/
customer 
organization
management 
business

3.7%

Breakdown
of FY2020

consolidated
net sales by

segment

FY2020 consolidated net sales

816.0 billion yen
Ranked 9th among retailers in Japan
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Department Store Business

Japan Isetan Mitsukoshi Ltd.

Sapporo Marui Mitsukoshi Ltd.

Hakodate Marui Imai Ltd.

Sendai Mitsukoshi Ltd.

Niigata Isetan Mitsukoshi Ltd.

Shizuoka Isetan, Ltd.

Nagoya Mitsukoshi Ltd.

Hiroshima Mitsukoshi Ltd.

Takamatsu Mitsukoshi Ltd,

Matsuyama Mitsukoshi Ltd.

Iwataya Mitsukoshi Ltd.

West Japan Railway Isetan Ltd.*

Overseas ISETAN (CHINA) CO., LTD.

ISETAN TIANJIN CO., LTD.

TIANJIN BINHAI NEW DISTRICT 
ISETAN CO., LTD.

Yanlord Isetan Commercial Co., Ltd*

SHANGHAI MEI LONG ZHEN ISETAN 
DEPARTMENT STORE CO., LTD.

CHENGDU ISETAN DEPARTMENT 
STORE CO., LTD.

ISETAN (SINGAPORE) LTD.

ISETAN OF JAPAN SDN. BHD.

MITSUKOSHI (U.S.A.), INC.

SHIN KONG MITSUKOSHI 
DEPARTMENT STORE CO., LTD.*

Itm Clover Co., Ltd.*

Credit & finance business/
customer organization 
management business

MICARD Co., Ltd.

MI TOMONOKAI Co., Ltd.

Retail & Specialty Store 
Business

IM Food Style Ltd.*

Japan Duty Free Fa-So-La Isetan 
Mitsukoshi Co., Ltd.*

Information Processing
and Media Businesses

Isetan Mitsukoshi System Solutions Ltd.

Studio Alta Co., Ltd.

Travel Businesses

Mitsukoshi Isetan Nikko Travel, Ltd.

Lime Tree Cruises B.V.

Lime Tree Shipping AG

Corporate Venture
Capital Business

Isetan Mitsukoshi Innovations Ltd.

Human Resources and
Service Businesses

Isetan Mitsukoshi Human Solutions Ltd.

Real Estate Management
Businesses

Isetan Mitsukoshi Property Design Ltd.

Mitsukoshi Isetan Im Facilities Co., Ltd.*

Shinjuku Sabunado Ltd.*

NOMURA FUDOSAN MITSUKOSHI 
ISETAN KAIHATSU GODO KAISHA*

Manufacturing, Import/
Export and Wholesale 
Businesses

Isetan Mitsukoshi Gift Solutions Ltd.

Century Trading Co., Ltd.

Logistics Businesses

Isetan Mitsukoshi Business Support Ltd.

List of Group Companies (as of July 31, 2021) Consolidated subsidiaries and affiliates accounted for by the equity method

Stores of the Isetan Mitsukoshi Group (as of July 31, 2021)

* Equity method company

Other non-consolidated subsidiaries of the Isetan Mitsukoshi Group 

◆ Marui Imai
Marui Imai Sapporo Main Store
Hakodate Marui Imai

◆ Isetan
Isetan Shinjuku Main Store
Isetan Tachikawa Store
Isetan Urawa Store
Shizuoka Isetan
Niigata Isetan
JR Kyoto Isetan*

*Includes equity method affiliates

◆ Mitsukoshi
Mitsukoshi Nihombashi 
Main Store
Mitsukoshi Ginza Store 
Sapporo Mitsukoshi
Sendai Mitsukoshi
Nagoya Mitsukoshi  
Sakae Store
Nagoya Mitsukoshi 
Hoshigaoka Store
Hiroshima Mitsukoshi
Takamatsu Mitsukoshi
Matsuyama Mitsukoshi
Fukuoka Mitsukoshi

◆ Iwataya
Iwataya Main Store
Iwataya Kurume Store

Corporate Information

Stores in Japan

20 department 
stores in Japan
Approximately 100 
small and midsize  

stores

Overseas stores

29 overseas 
stores

14 Isetan Mitsukoshi stores  
15 Shinko Mitsukoshi  

stores

The Four brands
Mitsukoshi
Isetan
Marui Imai
Iwataya
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Stock Information

Number of shares authorized 1,500,000,000 shares

Number of shares per unit (tangen) 100 shares

Number of shares issued 396,459,054 shares

Number of shareholders 281,302 persons

◆ Shareholding ratio

Stock Information (as of July 31, 2021)

Name of Shareholders Number of Shares Held
(shares)

Voting Rights Percentage
(%)

The Master Trust Bank of Japan, Ltd. (Trust account) 42,665,300 11.20

Custody Bank of Japan, Ltd. (Trust account) 23,445,600 6.15

The Mitsukoshi Health and Welfare Foundation 13,067,832 3.43

Isetan Mitsukoshi Group’s partner holding companies 8,357,878 2.19

SHIMIZU CORPORATION 6,200,000 1.63

Meiji Yasuda Life Insurance Company 5,697,279 1.50

Custody Bank of Japan, Ltd. (Trust account 5) 5,287,600 1.39

Isetan Mitsukoshi Group Employees Shareholding Association 4,700,186 1.23

Custody Bank of Japan, Ltd. (Trust account 6) 4,683,300 1.23

MUFG Bank, Ltd. 4,541,595 1.19

◆ Major Shareholders 

● Treasury shares (15,403,484 shares) is deducted from Voting Rights Percentage.

Financial institutions

32.87%
(56 persons

 130,305,000 shares)

Treasury stock

3.89%
(1 person 15,403,000 shares)

Japanese individuals
and others

33.71%
(278,925 persons
133,657,000 shares)

Overseas investors

14.17%
(794 persons 56,193,000 shares)

Other corporations

13.68%
(1,481 persons 54,236,000 shares)

Financial instruments
business operators

1.68%
(45 persons

 6,662,000 shares)

Number of
shareholders

281,302 persons
(Total number of shares

396,459,000 shares)
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Contact for Inquiries:

Isetan Mitsukoshi Holdings Ltd.

Corporate Finance and IR Department PR and IR Division

https://www.imhds.co.jp/en/inquiry/


