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Priority Issue 2

Ensuring Trustworthiness
by Maintaining and Increasing Quality

[Activity Policies]
● Basic Quality Policy
● Quality Management Directive (QMD)

Reason for Priority
Ensuring that products and services that are widely utilized in the market are safe to use is an important precondition for development of a
sustainable society. In regard to todayʼs rapid evolution of new technologies such as the Internet of Things (IoT) and artificial intelligence

(AI), quality assurance—including measures to ensure safety and environmental responsiveness—is just as vital as ever. Besides safety, we
recognize meeting changing customer needs (in terms of lifestyles, values, etc.) as being an important aspect of quality enhancement.

Commitment
The Nikon Group sees itself as having a mission to contribute to the healthy development of society by realizing innovative, efficient
monodzukuri (manufacturing). Besides optimizing our production systems from an enterprise-wide perspective, we think carefully about
every stage in the manufacturing process, from product planning, development, and design onwards. The single most important issue
here is quality assurance, which includes product safety and also making sure that products are environmentally friendly. With the Quality
Committee playing a central role, we are working to strengthen our company-wide quality management system and prevent quality issues
from developing. In addition, so that we can respond effectively to increasingly diversified and more demanding customer needs, it is vitally
important to ensure that customersʼ views, and the views of society as a whole are strategically reflected in our business operations. While
proactively utilizing open innovation and business alliances, we are also striving to rapidly reflect customer opinions in products and services,
and thus provide the products and services that the world needs.
Nobuyuki Ishizuka
Senior Vice President and Director
General Manager of Production Technology Division

[System]
● Quality Committee

Corporate
Citizenship
Activities

26

NIKON SUSTAINABILITY REPORT

2021

Contents /
Editorial Policy

Message from
the President

Nikon Group
Proﬁle

＞Creating Social Value through Core Technologies

Nikonʼs
Sustainability

Business
Activity

Environment

Society /
Labor

Governance

Corporate
Citizenship
Activities

＞Ensuring Trustworthiness by Maintaining and Increasing Quality

Nikon Monodzukuri (Manufacturing)
The Nikon Group provides products and services based upon the concepts of Customer Focus and Quality First.

Monodzukuri Reform

Approach and Policy
Framework and System

Monodzukuri is the source of corporate activity for the Nikon

Companywide optimization of manufacturing in a manner that

Group, which is a manufacturer. Through Monodzukuri reforms,

blurs the lines between business units. We are using systems

we aim to further increase the value we provide to customers.

and framework to promote not only existing businesses, but the
smooth establishment of new businesses.

The Nikon Group aims to contribute to the affluence and
convenience of customersʼ daily lives with manufacturing based

Production System Reform

constant awareness of this foundation, we are rebuilding the

Initiatives Aimed at
Monodzukuri Reform

entire production system of the Nikon Group in order that it

Nikon has established the Production Technology Division,

of Tochigi Nikon in 2017, in April 2021 we transferred both

can respond to large production fluctuations. While taking a

the Optical Engineering Division, and the Research &

Sendai Nikon from the Imaging Business Unit, and Tochigi

comprehensive overview of the fields of design, technology,

Development Division as cross-business unit organizations.

Nikon Precision from the Semiconductor Lithography Business

production, and procurement, we will create a standard

Measures specifically aimed at the enhancement of our

Unit to the Production Technology Division. Under this new

framework common to the entire Nikon Group, and build a

Monodzukuri foundation by setting up systems, framework, and

structure, by integrating technologies and know-how we have

production line with high quality and short delivery times that is

technologies to establish engineering chain management (ECM)

cultivated in our experience manufacturing digital cameras

unaffected by fluctuations in production volumes.

and practicing supply chain management (SCM) to pursue

and semiconductor lithography systems, we are creating new

upon the ideas of Customer Focus and Quality First. With a

Activities and
Results

The Nikon Group is making reforms to improve productivity
throughout the Group as a whole. Following the transfer

value, while promoting the effective usage of production-

Enhancing Monodzukuri (Manufacturing) Foundation under the Medium-Term Management Plan (Conceptual Image)

Corporate Goals: Establish “Monodzukuri structure” through digital manufacturing
Macro
Trend

IoT and AI will revolutionize the speed and eﬃcacy of various processes,
shifting the sources of competitive advantage in manufacturing

R&D sharply focused on
customer needs

Swift product launches and frequent
improvement cycles

Enhanced price competitiveness

Monodzukuri technology reform

underpin Nikon monodzukuri (manufacturing) as well as to
develop technological differentiators that will result in future
products and services. In addition to the core material,

Procurement reform

Human resource development of Monodzukuri technology

essential for optical manufacturers, we are promoting industrial
engineering (IE) activities which are central to monodzukuri
manufacturing together with manufacturing sites. We are also

Further enhance technologies and Nikon quality

Production system reform

Monodzukuri Technology Reform

manufacturing, and assembly/adjustment technologies that are

using Digital Manufacturing to increase productivity.

⬇
Key
Initiatives

productivity of the Nikon Group as a whole.
We will continue to strengthen the core technologies that

Further advancement of digital manufacturing
⬇

Key
Success
Factor

related resources spanning business units thus improving the

Quality management reform

27

NIKON SUSTAINABILITY REPORT

2021

Contents /
Editorial Policy

Message from
the President

Nikon Group
Proﬁle

＞Creating Social Value through Core Technologies

Nikonʼs
Sustainability

Business
Activity

Environment

＞Ensuring Trustworthiness by Maintaining and Increasing Quality

Procurement Reform

processes to downstream processes. Moreover, mid-level

Nikon is reinforcing its financial base in its pursuit of cost

designers receive practical training on processing to acquire

reductions that will help fuel future growth investments. Nikonʼs

general manufacturing knowledge, with the aim of promoting

Medium-Term Management Plan targets an aggregate total of

advancement in skills.

¥18.0 billion for three-year cost reductions. The reform of cost

Furthermore, Nikon has also been offering optical designer

structures including procurement reforms will have an important

cultivation training in relation to maintaining and advancing

role to play in accomplishing this goal. Reforms started with

opto-electronics technologies, one of Nikonʼs core technologies.

procurement are being expanded to logistics to further improve

The training entails both fundamental theoretical knowledge of

cost management, and measures such as the development of

theories and sharing of the companyʼs specific technology and

human resources and of information infrastructure are proving

skills.

increasingly effective as well.

In the fiscal year ended March 31, 2021, we established

Nikonʼs Supply Chain Management（➡P74）

the Technical College program in order to strengthen the

Quality Management Reform

technological foundations that are essential for Nikonʼs

The Nikon Group views quality, encompassing the safety

monodzukuri, with the aim to hold more than 110 courses.

and environmental friendliness of products and services,

Based on this newly formulated educational system, we held

as the utmost priority in its operations and imperative to the

122 courses centered around training for new employees, with

trustworthiness of Nikon. To prevent quality issues, we are

1,000 participants.

advancing quality management reforms in the Groupwide

In an effort to train creative engineers with broader perspectives,

quality management frameworks and the quality assurance

in the fiscal year ending March 31, 2022 we will expand the

activities of business units. Additionally, in September 2020

number of courses that our Technical College offers to provide

we revised our Quality Management Directive which shows

young engineers with opportunities to systematically study not

the business activity process systems, and we are promoting

only in their own specialized technical areas, but also a wide

ongoing improvements including reductions in quality loss costs.

range of technical fields.

Ensuring Quality and Safety（➡P28）

Nikonʼs Human Resource Development（➡P92）

Development of High Level
Monodzukuri Capabilities

Activities and
Results

The Nikon Group provides various types of training for
promoting high-level monodzukuri (manufacturing) capabilities,
including specialized technical training by field for new hires, as
well as employee training based on job duties and experience.
Nikon has been providing training on a long-term basis,
including technical training for new hires to acquire basic
monodzukuri (manufacturing) skills as well as basic training
to cultivate design developers who will acquire knowhow
encompassing all monodzukuri processes, from upstream

Society /
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Corporate
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Activities
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Ensuring Quality and Safety
The Nikon Group believes that human resources cultivation is a vital foundation for supporting both quality and safety, and we have been focusing heavily on expanding our training programs.
By establishing effective governance in this area—including policy formulation and system establishment—we aim to ensure the quality and safety of our products and services.

Our Policy on Quality Control

Approach and
Policy

The Nikon Group has established a Basic Quality Policy with
the idea to contribute to the healthy development of through our
goods (products and services) that increase the value that we
provide to society. Additionally, in order to carry through on this
policy we have drawn up a Quality Management Directive (QMD)

primarily at production companies, and the rate of accreditation

Products Subcommittee, and Standardization Subcommittee,

acquisition at Nikon and the Group manufacturing companies is

and Education Subcommittee—the purpose of these is to

approximately 58% (percentage of companies).

strengthen the functions of the Quality Committee in preventing

* ISO 9001
An international standard of quality management system established
by the International Organization for Standardization (ISO). The ISO
9000 series is a quality management system for organizations to
maintain and manage quality. ISO 9001 certification can be obtained
from an officially recognized body.

quality and environmental problems, meeting legal and

For each business unit (including the Group companies), we

improving manufacturing technologies.
Decisions made at the Quality Committee are shared at the
QMS Promotion Conference which is held twice a year as a
forum for exchanging information among all the business units.

(fully reviewed in September 2020 with the addition of new
items, and renamed from the Quality Control Directive (QCD)).

regulatory standards and ensuring security, and maintaining and

Quality Management System

Based on this, each business unit reflects decisions made

System and
Framework

at the Quality Committee in its business processes, revising

have created a Quality Manual (QM) based on the QMD.

The Nikon Group has established a Quality Committee as an

each QM where necessary, thereby strengthening the Quality

This QMD encompasses the requirements of ISO 9001*

organization that deliberates and decides important matters

Management System.

accreditation, and we are implementing swift and appropriate

related to quality control throughout the entire group. The

For the fiscal year ending March 31, 2022, we will reexamine

revisions in response to changes such as with trends and

committee is chaired by the General Manager of the Production

the quality systems of each business unit based upon our

situations happening around the world.

Technology Division and general managers from each business

comprehensive review of our Quality Management Directive in

The Nikon Group has obtained ISO 9001 accreditation,

unit serving as standing committee members. This has under it

September 2020.

Quality Management System (As of April 1, 2021)
Basic Quality Policy

Representative Director and President

Based on its corporate philosophy of “Trustworthiness
and Creativity,” Nikon has established the following
Basic Quality Policy. It aims to increase the value that
we provide to customers through our products and
services, and contribute to the healthy development of
society.
(1) Through creative and efficient Monodzukuri
(manufacturing), enhance brand value and provide
high-quality distinctive products to the market in a
timely manner.
(2) Provide safe and environmentally-friendly products
to earn the trust of customers and society.

Risk Management Committee
Quality Committee
Products Subcommittee
・Checks quality levels in business units
・Develops measures to prevent quality issues and
product environment issues

Guidance and support by ways of QMD
audit, QMS Promotion Conference, etc.

Standardization Subcommittee
・Creates QMD revision drafts
・Establishes, revises or abolishes basic technologies
・Standardizes compliance with laws and regulations

Business Unit

Education Subcommittee
・Operates the manufacturing technology evaluation
system, and handles revision/abolition proposals
・Maintains and improves manufacturing technologies,
and promotes development of human resources

Reporting on countermeasure
and implementation
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meetings during the fiscal year ended March 31, 2021 had to

provided a wealth of suggestions as to how to adapt to changes

be canceled. However, in light of the current situation of the

in society caused by the spread of COVID-19. This lecture

pandemic, we are planning to hold these remotely in the fiscal

was held remotely in consideration of preventing the spread of

year ending March 31, 2022.

infection, with 110 Nikon Group executives and employees and
33 business partners participating.

The Nikon Group works to improve quality by establishing
frameworks to comprehensively manage Nikon Group internal

Society /
Labor

information such as production-related information along

◉Quality Training and Raising Awareness

with external information, obtained from customers and the

The Nikon Group believes it is imperative that each and every

(Applicable to: Nikon Group in Japan)

marketplace.

employee acquires the relevant knowledge and skills in quality

■ Training programs that are compulsory for all employees

In the fiscal year ended March 31, 2021, we used a factor

control, tailored to the specific requirements of individual

• “Quality Control Mindset Training” e-learning for all employees

analysis of quality loss costs to systemize and consolidate

employeesʼ positions, levels and specialties. Based on this idea

• “Basic Quality Control Training” for new employees

information flow. We have identified and systematically collected

the Nikon Group is actively conducting in-house training and

• “TQM and SQC Training” for managers

most information that is effective in preventing quality issues,

awareness programs with regards to quality, starting with the

• “Quality Management Training” for senior managers

and are conducting a trial using quality data analysis with

Nikon Group in Japan. In this way, we are aiming to enhance

■ Specialist training for engineers

matching the both of customer information and market data.

the overall level of all employees, and also to cultivate the

• For mid-career engineering staff,

In the fiscal year ending March 2022, we are making specific

capabilities of those employees who are identified as displaying

efforts towards visualizing information and building structures

particularly outstanding ability in this area.

for comprehensive management.

With the opening of the Technical College, which aims to
provide training and education for young engineers in the
fiscal year ended March 31, 2021, we expanded the content of

Initiatives for Quality Control

Activities and
Results

mandatory training on quality control, which was undertaken
by 1,021 participants. Additionally, as reskilling (retraining) for
all Nikon Group employees in Japan, we conducted a “Quality

◉Small Group Activities

Control Mindset Training” e-learning course equivalent to

The Nikon Group believes it is essential that each and every

level 4,

employee holds a sense of awareness and that they look for

In the fiscal year ending March 31, 2022, we will continue to

ways to make improvements in their daily work in order to

provide all Nikon Group employees in Japan with e-learning

ensure a high level of quality. Because of this, the Nikon Group

equivalent to QC Test level 3, and plan to provide e-learning

has been promoting small group activities since 1979. In the

equivalent to QC Test level 4 to some Nikon Group companies

fiscal year ended March 31, 2021, 721 groups and 5,868 people

in Asia.

engaged in such activities at the Nikon Group in and outside of

Furthermore, every year in Quality Month in November, Nikon

Japan.

hosts the Quality Month Lectures. In the fiscal year ended

Furthermore, every year in July the Nikon Group holds Selective

March 31, 2021, we invited Mari Yamazaki, a manga artist and

Small Group Activity Presentation Meetings presided over

writer, to speak on “Promoting the Spanning of Borders.” She

by the company president, where the best activity groups

said that “varying viewpoints stemming from differences in the

from each region get together to talk and educate each other.

individual themselves, nationality, or other factors are natural,

Unfortunately, the spread of COVID-19 meant that presentation

and we need to view things from a wider perspective.” She also

Quality Management and Quality Control Examination (QC Test)

Quality Education Programs for Employees

“Introduction to Statistical Methods Training”
“Quality Function Deployment (QFD) Training”
■ Specialist training for engineers

•E
 xpert package training (comprehensive training that combines
experiment planning methods and multivariate analysis, etc.)

• Robust design×CAE training
• Leadership training for small group activities
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◉Implementation of Quality Control Audits

cases in which some of our business partners did not meet

based on international standards, etc., we are putting in place

the standards required by Nikon, therefore we discussed

safety designs to pin-point and eliminate any potential risks and

The Nikon Group conducts a QMD audit, which is a company-

countermeasures with the corresponding business partner and

hazards.

wide quality control audit based on the QMD, and investigates,

made improvements as suitable. In the fiscal year ending March

In the fiscal year ended March 31, 2021, we conducted a

confirms, and evaluates the operational status of quality

31, 2022, we plan to conduct QA audits for 30 companies and

comprehensive review of the Safety Design Principlesʼ system

management throughout the entire Group.

more.

and contents. In the fiscal year ending March 31, 2022, we plan
to hold training for the Design and Development departments

These audits are overseen by the Quality Committeeʼs Products
Subcommittee Chairperson (the director in charge of quality)
who promptly acts to implement measures to rectify and
improve upon any improper situations should they arise, thereby

Ensuring Safety of Products
and Services

System and
Framework
Activities and
Results

and Quality Assurance departments in every business unit to
ensure that they are fully aware of and understand these details.
Furthermore, the Nikon Group ensures safety through design
reviews and checks in the manufacturing process and also

maintaining and improving activities related to quality control.
Additionally, important findings are reported to the Executive

The Nikon Group gives due consideration to the safety of

obtains safety accreditation from third party certification bodies

Committee and reflected in internal controls.

products and services from the planning stage, right through

where necessary.

In the fiscal year ended March 31, 2021, the Nikon Group

the entire lifecycle of the product to disposal. Furthermore, the

conducted an audit of one Nikon department and one major

number of serious product accidents relating to safety* for the

Group company using separate audit check sheets according to

fiscal year ended March 31, 2021 was 0.

the circumstances of the audited organization. The Nikon Group

* Serious product accidents related to safety: Based on the definition
of serious product accidents used in the Consumer Product Safety
Act.

also makes continuous reviews in order to further enhance the
effectiveness and efficiency of these audits.

◉Initiatives for Product Security
Even during the rapid growth in technologies such as IoT and
AI, the Nikon Group is strengthening and improving quality
management systems in order to provide safe products and
services to customers.

◉Working with Our Business Partners

◉Frameworks to Ensure Safety in Products
and Services

Cooperation from business partners is essential in order to

When it comes to quality, the Nikon Group understands that

previous fiscal year were reflected in the regulations of each

promote efforts towards the idea of quality first. For that reason,

safety is an essential component for products and services, and

business unit given that the necessary measures differ depending

based on their understanding of the Nikon Groupʼs philosophy

believes that the most important task is to provide customers

on the product category. Additionally, we have formulated

of “Quality First,” the Nikon Group has concluded a quality

with safe products. Based on this idea, “Ensuring Safety” is

Wireless Communications Standards based upon the latest

assurance agreement with its partners working together on

clearly stated as a key feature of the Basic Quality Policy. This

regulations and technical requirements as regulations to apply

supply and product development.

is also incorporated into the QMD and regulations of every

to products and services that include wireless communication

In order to quantitatively ascertain and manage the maintenance

business unit and fully adhered to.

functionality.

status of the quality management system in particular for

Additionally, we conduct periodic quality management audits

business partners, we conduct both self-assessments using

in order to confirm that each department is demonstrably

quality assurance (QA) assessment forms, and audits by Nikon

implementing the safety-related items incorporated in the QMD

◉Safety Training on Products and Services

Group investigators.

and regulations.

To ensure the safety of products and services the Nikon Group

In the fiscal year ended March 31, 2021, we reviewed QA

In addition, the Nikon Group is obliged to conduct safety

conducts safety training programs (general and specialized)

surveys and QA audits in order to make these company-

assessments for all of its products and services. In line with

for its employees through the Quality & Environmental

wide standards. Additionally, as a trial, we conducted a QA

the established “Safety Design Principles” (Safety Design

Administration Department at the Production Technology

assessment using new standards on eight business partners

Principles [General Standards], Common Standards and

Division.

for each division and department. As a result of this, we found

Product area-specific Safety Design Standards) which are

We carry out periodic specialized training covering the safety of

In the fiscal year ended March 31, 2021, the Product Security
Countermeasure Standards which were newly formulated in the
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◉Procedure in Case of an Accident
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information.
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revised if needed.
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Flowchart Outlining Communication after Accidents Occur
Quality Accident Unit
Department in charge
of quality
Information Desk on Accident
Implement Response Measures

President

◉Information Provision for Using Our
Products Safely
The Nikon Group provides information appropriate for all
products to ensure that customers can use its products and

Quality
Committee

Relevant
Dept.

conducted for newly formulated Product area-specific Safety
Design Standards (Industrial Equipment, IT/AV Equipment,

Environment

services safely. For example, information on correct usage and
information to help safeguard against accidents due to misuse
or carelessness is provided directly on the products themselves

Occurrence of
quality accident

Quality Issues Occurring in the Fiscal Year Ended March
31, 2021
At the Nikon Group, we control the use of specified hazardous
substances in order to comply with the EU RoHS directive on
restriction of use of these in products, and we require that our
business partners provide us with information on any specified
hazardous substances contained in their products.
It has come to our attention through an internal audit that a part
containing levels of dibutyl phthalate (DBP), which potentially
exceeds the standard value specified in the RoHS Directive,
has been used in some F6 film SLR cameras produced and
or placed on the market after July 22, 2019, and thus we
immediately stopped shipping these. In response, we are
working to prevent any recurrences.
Restricting the Use of Prohibited Substances under the EU
RoHS Directive（➡P67）
* RoHS directive (Restriction of Hazardous Substances)
An acronym for a directive on restriction of use of specified
hazardous substances in electrical and electronic equipment.

and in instruction manuals.
Information which needs to be disclosed is stipulated in the
Nikonʼs proprietary “Safety Design Principles” that have been
formulated based upon relevant international standards (ISO,
IEC) etc., and its suitability is confirmed through product risk
assessments and safety evaluations.
Additionally, certification marks are indicated properly in
accordance with the laws and regulations of each country or
region where the product is on sale. For example, products
with built-in wireless LAN show symbols which are specified
by the radio laws of each country; and batteries, chargers, AC
adapters, etc. show that they all comply with national safety
regulations.
Furthermore, in the fiscal year ended March 31, 2021, there
were no violations of laws or self-regulations with regards to
indicating safety information.
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Customer Satisfaction
The Nikon Group is actively incorporating customer feedback into the creation of its products and services in an effort to improve customer satisfaction.
Additionally, we are promoting efforts focused on “experiences” rather than “things” (i.e., products and services) in order to further enhance the provision of value to customers.

Our View on
Customer Satisfaction

Approach and
Policy

Responding to Requests for Additional Functions

Customer Feedback Flowchart
(Imaging Products Business)

Nikon is receptive to requests from customers worldwide after
the launch of our products. We strive to satisfy customers by

Customer feedback

The Nikon Group strives to improve customer satisfaction and

reflecting the latest functions requested by customers in our

Call centers, service counters, etc.

trust by providing products and services that are of the highest

products. For example, in our flagship D6 camera launched in
May 2020, we expanded upon features from the popular D5,

quality and safety, and which are beneficial to society. The Nikon
Group has previously built a system to incorporate customer
feedback into its products and services, such as by increasing
opportunities to contact customers directly. We will continue to

and added the following functions.

Analysis and review

Review customer feedback from various perspective including
development/designing, marketing, quality management, etc.

(2) Setting the Custom Focus Groups
(3) Priority send when sending images

further strengthen this system going forward.

Initiatives for
Customer Satisfaction

(1) Setting the Auto-Area AF Starting Point

Framework
and System

Current models

In the Nikon Imaging Products Business, feedback is received
from general and professional users as well as users who use

(4) Internal GPS/internal Wi-Fi
All of the functions have received good reviews from many
customers.

Activities and
Results

◉Initiatives to Improve Services in the
Imaging Products Business

For future models
Customers

Analysis and Review Breakdown of Call Center Inquiries
(Japan / Fiscal year ended March 31, 2021)
Favorable comments
1.7％

photographic equipment in business worldwide through call
centers, service counters and NPS* staff. After careful analysis,
customer feedback is examined from a range of different
perspectives including from the product development/designing
departments, the marketing department, and the quality
assurance department. The results are reflected in our products

Feedback
28.1％

Total number
of inquiries

Requests
70.2%

17,787

and services leading to improved customer satisfaction.
* Nikon Professional Services (NPS) is a membership-based support
system for professional photographers who use Nikon products.
* This breakdown is the number of inquiries received, out of a total
number of about 70,000 inquiries to the call center, excluding
questions regarding outlets or usage methods.

Setting custom settings [15×3] for the Group-area AF
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Responding to Requests for Features Description

Maintaining and Improving Repair Quality

customers can themselves diagnose issues with their equipment

Continuing on from the favorably received Z 7 and Z 6 first-

Once a year, Nikon audits all the service sites to confirm that

before requesting repairs. Through measures such as these,

generation mirrorless cameras, we released the Z 6II in

the precision of equipment and tools is within the standard.

we are working to not only sell products, but also provide added

November 2020 and the Z 7II in December 2020. As frequently

Additionally, in order to monitor repair quality at each site, repair

value.

requested by users, as well as double memory card slots,

data is collated by the Service Division headquarters at Nikon

As countermeasures against COVID-19 infection, we have

the “MB-N11” battery power pack with vertical grip was also

Head Office on a monthly basis to verify that no problems have

directed staff at our service locations to wear protective uniform,

released at the same time to high acclaim. This model targets

arisen. At the same time, so as to be able to provide high-quality

masks, and rubber gloves. Receptionists in particular come face

a wide range of users and so we have created a “Z 7II / Z 6II

service in all countries and regions, we have introduced a cloud

to face with customers, and so they wear protective goggles and

Professional, Settings Guide—for Still Photography—” that

service that enables sharing of information on Nikon products

maintain an appropriate physical distance while serving them.

provides recommended settings for different scenes.

and quality management and offer regular guidance for all

In addition, equipment left with us by customers is cleaned and

These can be downloaded from the Download Center. They can

service facilities, including local distributors and authorized

inspected in a well-ventilated room only after staff have put on

also be checked on the NPS Global Site and have been very

repair service providers, in those countries and regions where

rubber gloves, in order to prevent direct contact with the product

well received.

Nikon does not have its own service facilities, with the aim of

and to thus prevent inspection.

maintaining and improving service quality in these countries and
regions.
We are also working to improve quality control and quality in
individual countries and regions. For example, the employees
of Nikon Imaging (China) Sales Co., Ltd. conduct twice-yearly
audits of each authorized repair service provider based on
their own unique audit list as well as visiting service providers
“Z 7II / Z 6II Professional, Settings Guide
—for Still Photography—”

individually to hold technical seminars.

Enhancing Customer Satisfaction
Twice a year, we provide training on product knowledge that
makes effective use of e-learning for employees involved in

◉Initiatives to Improve Services in the
Imaging Products Business

service provision, and online technical training sessions using

In the imaging business, Nikon is always conscious of a

In addition, the Imaging Business Unit is working to collect

“Customer First” attitude and aims to provide after service

actual customer feedback, collate this data at the Service

that will have customers saying “Iʼm glad I purchased a Nikon

Division headquarters, and share the information worldwide in

product!” In order to make this a reality Nikon has created a

order that the individual staff involved in service understand the

Service Division function at the Nikon Head Office. As of the

product concepts, and that they can provide customers with

end of March, 2021, we have an organization that can provide

advice regarding the optimal camera settings for the images

consistent service quality to more than 250 repair service

they want to capture. We also offer a maintenance package that

facilities and direct touchpoints (customer service counters) in

includes cleaning and an accuracy inspection for customers

70 countries and regions around the world, and we are striving

who wish to maintain their equipment prior to shooting. We are

to improve services through diverse initiatives.

also readying a web-based troubleshooting system with which

web conferencing systems in order to enhance customer
satisfaction.

Online technical training session held in March 2021
(28 participating staff from five service locations worldwide)

Customer Satisfaction Survey Results

Customer
satisfaction

(%)

2017/3

2018/3

2019/3

2020/3

2021/3

83.2

85.8

87.9

86.6

87.0

* The above ﬁgures represent the level of satisfaction taken from call
center inquiries in the Americas, Europe and China. (Figures for four
countries in Asia/Oceania region also include up to the ﬁscal year
ended March 31, 2018.)
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Column
Responding to Customer Needs That Have Diversified Due to the Impact of COVID-19

Consistent,
Customer-focused Design

Framework
and System
Activities and
Results

The spread of COVID-19 had a major impact on the camera

In February 2021, Nikon exhibited at the first “CP+2021ONLINE”

market. In the fiscal year ended March 31, 2021, the Imaging

world premiere show for cameras and photographic imaging,

Business Unit put in place a variety of measures to respond to

to be held completely online. Aiming to make the Nikon booth

customer needs that have further diversified due to the impact

appealing to a wider range of customers, presentations were

resource while ensuring that all output is consistently “customer-

of COVID-19. Main initiatives are as follows.

made by a number of imaging creators, including not only

focused,” the Nikon Group reorganized the internal structure of

In order to respond to the growing demand for webcams

photographers, but also Youtubers, professional travelers

the Imaging Business Unit, and established the Design Center

attributable to the spread of online conferencing, Nikon released

who take travel photos, video creators, and film directors. The

in July 2019.

Webcam Utility, computer software that enables Nikon mirrorless

chat and comment sections were opened to allow real-time,

The Design Center led by the Experience Design Group fully

cameras and digital SLR cameras to be used as high-quality

interactive communication with viewers, bringing viewers and

incorporates the concept of a customer-focused user experience

webcams at no cost to users. This software can be downloaded

presenters closer together. As of March 31, 2021, the Nikon

(UX), and is further expanding this concept company-wide. As

by anyone from the Nikon website (download center), and had

booth was viewed a total of 313,300 times on YouTube and

an organization under the direct control of the President, the

been downloaded 329,565 times as of March 31, 2021.

Facebook (186,000 during CP+2021 ONLINE).

Design Center is involved in the long-term growth areas and

Additionally, to make time spent at home more interesting, we

Nikon Download Center [Webcam Utility]

new businesses as elucidated in the Mid-Term Management

have made educational content (such as the Nikon School and

https://downloadcenter.nikonimglib.com/en/products/548/

Plan, and uses design thinking to visualize the customer

Nikon College online courses) available free of charge. This

Webcam_Utility.html

experience and products to be provided, and contribute to the

◉Role of the Design Center
In order to strengthen “design” as an important management

content was very popular, with the convenience of being able

promotion of projects.

to view the courses from any location without restrictions on

In the fiscal year ended March 31, 2021, a reorganization moved

number of participants being highly evaluated.

the Brand Department to within the Design Center, making it

In each region, we used interactive communication with

possible to promote design in a way that is more unified with the

customers over social media, furthering our online dialog with

overall Group-wide brand strategy.

customers.

◉Design Center Initiatives
So that we can provide customers with products and services of
value at the Design Center, we collect feedback from users, and
observe their usage methods and environments. This lets us
identify how customers are feeling and what they are thinking at
all points of contact with our products and services. Based upon
this, we carry out external design and UI design and create
prototype products and services. We carry out usability testing
and conduct interviews with users regarding these prototypes,
Many speakers presented at the CP+2021
ONLINE, the first CP+ to be held completely
online.

further refining the products and services.
Through collaboration between the Design Center and
organizations within each business unit, we carry out customer-
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Column
Educational Microscopes Arousing Studentsʼ Curiosity
The impetus behind scientific and technical development is

models was created and revised, refining the final form. In this

curiosity about the unknown. Education as well requires a

work, together with members of the Engineering Department

way by which to arouse and sustain studentsʼ curiosity. Given

who studied actual production, we worked on numbers of parts,

the spread of COVID-19, there is also an increasing need for

actual structures, and coatings to achieve the microscope that

new communication tools that can be used with online remote

we desired.

classes. To meet these needs, in September 2020 Nikon

Having been developed in this way, the ECLIPSE Ei will provide

released the “ECLIPSE Ei” educational microscope for easier

the following new value in educational environments.

teaching, learning, and handling.

Assist teachersʼ instruction and studentsʼ learning, thus
improving the educational workflow
Students using the ECLIPSE Ei can easily access the Online
Guide website with a QR code, and learn independently how to
operate the microscope using video and images.
The microscope unit itself also features illustrations and colors
on the unit for easy display of operational points. This not only
makes it easy for teachers to instruct, but also enables intuitive
operation of the microscope by students thus speeding up their
“ECLIPSE Ei”
educational microscope

learning.

Development of the ECLIPSE Ei was propelled through
collaboration between the Design Center and marketing,
development, and other departments in business units.
The first step of identifying issues was to utilize the large amount
of minor feedback from the field that members in charge of
sales and marketing had accumulated in large quantities. Many
issues that had not really been considered in the development
of the microscope were brought to light.
So that we could reflect these issues in design and planning
while still meeting cost and delivery requirements, the
development of the ECLIPSE Ei required that design and
planning be carried out simultaneously—two processes
that are normally carried out separately. Based upon close
communication between designers and planners, a series of

To ensure an aperture opening suitable for the
objective lens, the condenser opening aperture
position is displayed in the international standard
for objective magniﬁcation colors that matches
that magniﬁcation.
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Providing a new learning style̶teaching remotely,
learning from each other
Combining the ECLIPSE Ei with a digital microscope camera
available separately allows sharing of microscope images on
tablet computers, and projectors, allowing the whole class
to experience the sense of wonder and discovery of the
microscopic world.
Images can be shared in real time regardless of location,
supporting remote classes that have become the new normal.

Enables setup and tidying away with no burden
on students

Students who will in the future study medicine or science will
be able to “see what they want to see.” The Design Center
considered how they could design this to meet this purpose,
and rigorously worked to solve problems. It is our hope that
students who have been awakened to the enjoyment of “seeing”
with the ECLIPSE Ei will further foster their talent and challenge
themselves in a range of fields.

Remote classes

Compact housing for easier portability and storage
This has a handle that allows it to be stably carried in any
orientation as well as a lightweight and compact housing—these
significantly reduce stress in transportation and storage, and the
time required for equipment setup and tidying away. The rear of
the unit has been designed for tidy storage of the power cord.
This reduces the physical burden on students in educational
environments in which equipment is frequently set up and tidied
away.
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