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Environmental Policies

We place priority on conserving the environment across all our business domains, operations and actions 

and seek to promote the following:

1. Pollution prevention and environmental conservation

2. Compliance with environment-related laws, regulations, agreements, and industrial standards

3. Establishment and achievement of environmental targets

4. Development and widespread use of environmental technologies and products

5. Improvement of energy use efficiency and effective resource utilization

6. Reduction of impact on biodiversity

7. Enhancement of environmental management systems

Reducing GHG Emissions

1. Expand the Renewable Energy Business

2. Research low-carbon uses and highly efficient uses of fossil fuels.

Basic Policy on Maintaining Relationships with Stakeholders

Each employee fulfills their own role in line with our action guidelines to keep our promises to all our stake-

holders outlined in the principles of management and our management policies.

Health-Related Policies

At Idemitsu, each employee aims to be a respected member of society while genuinely enjoying their jobs 

and working freely. The Company therefore considers one of its top priorities to be a policy of health promo-

tion that ensures employees’ minds and bodies are healthy and vigorous into their 60s. We encourage all 

employees to proactively manage their health and work to create an active workplace.

Society-Related Policies

1. Promote diversity management

2. Promote supply chain initiatives

3. Contribute to communities

4. Contribute to society through cultural activities

Outline of the Corporate Governance Structure

Idemitsu’s Board of Directors makes important management decisions and oversees business execution. 

Idemitsu has adopted the structure of a company with an audit & supervisory board. As such, the Audit & 

Supervisory Board and its members are independent of the Board of Directors and monitor the execution of 

the directors’ duties.

 In accordance with relevant laws and regulations, the Company’s Articles of Incorporation, and other 

Company rules, the Board of Directors makes important management decisions on such matters as busi-

ness strategy and plans and provides oversight of business execution. For other matters, in order to ensure 

swift decision-making with regard to business execution, executive authority is delegated to the president, 

directors and executive officers assigned to specific areas, and general managers.

Basic Policy on Risk Management

Idemitsu strives to identify and evaluate risks associated with the Idemitsu Group's business activities and 

to eliminate or minimize these risks to the greatest extent possible to ensure stable management.

Basic Policy on Compliance

Based on its management philosophy, Idemitsu considers compliance a social responsibility and rigorously 

implements compliance within its organization.

Basic Policy on Safety and Security

The Idemitsu Group considers the assurance of safety and security in all business activities, operations and 

actions as its highest priority and is focusing on the measures below.

1. Assure the safety of people

2. Assure the security of facilities and processes

3.  Assure safety through compliance with various rules and regulations when carrying out business and 

establish safety and security management systems

4. Properly allocate and utilize management resources

5. Establish a culture and management that emphasize safety

Basic Policy on Quality Assurance

We aim to create new value that provides comfort, vitality, and satisfaction to customers and contribute to 

society by stably and economically supplying safe, high-quality products and services matched to the 

demands of customers.

Our Management Philosophy
Sazo Idemitsu’s words of wisdom were recently collectively summarized as the Principles of Management, 
Management Policies and Action Guidelines and serve as the management philosophy of the Idemitsu Group. 
Remaining true to the Principles of Management, we seek to fulfill stakeholders’ commitments as depicted in the 
Management Policies, with employees unfailingly performing their respective roles in accordance with the Action 
Guidelines.

Principles of Management
Since its establishment, Idemitsu has been practicing the concept of ”respect for human beings” in the conduct 
of business, and has sought to meet the high expectations of society and to earn its trust. In order to realize this 
ideal, the Company strives to do the following:
�  To play a beneficial role in society by creating an environment where people trust each other and work together to realize 

through business the tremendous potential of ”human beings,”

�  To ensure that each employee develops into a reliable person and is respected in society, while upholding our vision, high 

ideals and engaging in mutual improvement through amicable competition, and

�  To attach great importance to our promises to customers and seek to be worthy of the trust vested in us by unfailingly fulfill-

ing those promises.

Management Policies
� Creation and provision of new value to customers
  We provide products, technologies and services that give customers a strong feeling of assurance, greater vitality and 

absolute satisfaction, as we strive to create new value.

� Contribution to society and the environment
  We make safety the cornerstone of business and strive to preserve and improve the natural environment. We also contrib-

ute to communities, culture and society.

� Assured returns to shareholders
  We fulfill our corporate social responsibilities, strive for sound, sustainable growth and endeavor to generate stable returns 

for shareholders.

� Cooperation with partners
  We secure the confidence, greater vitality and absolute satisfaction of our customers through cooperation with the retail 

outlets of service stations and others involved in our businesses, and aim to share the results as well as the success.

� Pursuit of employees’ growth and self-realization
  We create a work environment in which each employee can pursue his or her own growth and self-realization. We also 

make every effort to ensure that each employee is respected.

Action Guidelines
� Customers first
 Consider how customer satisfaction can be attained and act accordingly.

� Sense of ethics
 Maintain high ethical principles and act sincerely and fairly.

� Accepting challenges
  Exercise originality and ingenuity through flexible views and ideas, and consistently meet the challenge of high-speed innovation.

� Consensus and cooperation
  Devote effort to thorough discussion and work as one to implement conclusions.

� Autonomy
 Accomplish assigned tasks with responsibility and pride.

� Broad-mindedness and employee development
 Strive to create a broad-minded corporate culture for mutual growth.

� Harmony with communities
 Contribute to the development of local communities as a good corporate citizen.

The Idemitsu Group’s mission is to operate in accordance with the management philosophy of respect for human 
beings, undertaking business with a focus on people and contributing to the sustainable development of society 
through its operations. The Company regards this as its social responsibility. In other words, our management phi-
losophy is the very definition of sustainability.
 Matters considered to be sustainability issues, such as environmental, society and governance issues, are pro-
moted autonomously by each controlling division in accordance with the policies of various committees and head-
quarters. For detailed information on social and environmental performance data, visit Idemitsu’s official website.

Our Management Philosophy and Main ESG Policies and Initiatives
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Relations with Stakeholders

Basic Policy

Employees of the Idemitsu Group perform their respective roles in accordance with the Action Guidelines in seeking to 

ensure the Company fulfills its commitments to stakeholders as depicted in the Principles of Management and 

Management Policies.

Communication with Customers

Communication with General Customers

The Petroleum & Coal Marketing Department has been developing monitoring activities to improve customer satisfaction at 

service stations. Under this program, investigators recruited from the general public visit service stations, draw up reports 

based on their evaluations of said stations, and notify the service stations being investigated of the results. Based on these 

results, service stations work to improve their operations. In addition, the service stations solicit comments and requests 

directly from customers every day through customer opinion postcards. By combining these two programs, we aim to realize 

even greater customer satisfaction at service stations.

The Customer Relations Center promptly responds to customer inquiries. For inquiries of a technical nature, including those 

related to fuel oil, lubricants and other products, or complaints about customer service at service stations, the quality of gaso-

line, the driving manners of tanker truck drivers and other matters, the center works in cooperation with the responsible 

departments to respond appropriately and ensure that necessary improvements are made.

The major points of contact between the Idemitsu Group and individual customers are its service stations, website, and 

advertising and publicity media.

The Customer Relations Center established within the Public Relations Offi ce handles customer comments and inquiries, 

which come via telephone, regular mail, the customer opinion postcards provided at service stations and our web-based cus-

tomer service inquiry form. The Customer Relations Center promptly responds to customer inquiries and claims in close col-

laboration with other departments within the Group.

Efforts to Improve Customer Satisfaction

Breakdown of Customer Feedback Received by Customer Relations Center in Fiscal 2017

*  Figures indicated in graphs and tables within this report are rounded off and therefore may not exactly match 

the totals shown.

Overall Total:

4,925

Positive comments: 3.5%  Total: 172

Customer service and prices

at service stations: 158

Credit card-related: 4

Others: 10

Others:12.2%  Total:599

Inquiries: 61.1%

Total: 3,011

Lubricants: 908

Credit card-related: 751

Service station information: 249

Petroleum products: 148

Petrochemicals: 138

Agricultural biotechnology: 122

Others: 695

Customer service and prices

at service stations: 720

Credit card-related: 148

Tanker truck-related: 61

Others: 59

Complaints: 20.1%

Total: 988

Opinions and requests: 3.1%

Total: 155

Customer service and

prices at service stations: 68

Credit card-related: 16

Service station: 5

Others: 66

Independent Practitioner’s 

Assurance

The Customer Relations Center rose to 4,925 comments and inquiries in fi scal 2017. Because we changed the display of the 

inquiry phone number listed on our website, there has been a year-on-year increase in the number of inquiries made by phone 

and contacts for sales pitches. In addition, the campaigns held at service stations in summer and autumn were very well 

received, increasing the number of inquiries. On the other hand, although the number of complaints declined, there were 

many comments regarding the service provided by service station staff as well as missed opportunities due to the staff’s lack 

of knowledge regarding credit cards and campaigns. As always, each time a complaint is received, we provide guidance 

through the responsible retail branch to the particular service station or retail outlet operating the service station to promote 

improvement.

Going forward, in its aim to improve customer satisfaction, the entire Idemitsu Group will continue working to sincerely listen 

to its customers and respond in ways that make them feel grateful for speaking up.
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Idemitsu appropriately manages the freshness of its information with the aim of quickly providing customers with the 

Company’s latest information. In fi scal 2017, we established the Idemitsu Channel, which makes it easy for people to view 

and enjoy various promotional materials, including TV commercials, radio ads, and web videos. We’ve leveraged our corpo-

rate attitude to create an attractive design, such as making special web pages for full-length videos. In addition, we have 

established inquiry desks for each business area and set up a system for refl ecting customer’s opinions and ideas into prod-

ucts and services.

•  TV commercials

•  Radio commercials

•  Video releases

•  Idemitsu concerts

•  Road race world championships

•  Idemitsu Ihatove Trial

•  Offi cial Facebook page, “Idemitsu Excursion Club”

•  Introduction movies for refi neries and complexes

•  Videos introducing our services

Communication through Our Website

Idemitsu Channel

Idemitsu Kosan Co., Ltd. Offi cial YouTube Channel

Idemitsu’s advertising and publicity campaigns are designed to help a broad range of stakeholders gain a better understand-

ing of its management philosophy and business operations. On television and radio, especially on programs we sponsor, we 

run commercials focusing on our businesses, events we are hosting or sponsoring, and our activities aimed at giving back to 

the community. We work hard so that viewers can learn about Idemitsu’s activities in a fun way, using leading-edge methods 

of expression, such as stop motion animation and virtual reality video.

Communication via Advertising and Publicity

Idemitsu Channel, Idemitsu Excursion Department, “Kusatsu”

Idemitsu Channel Spotlight

Idemitsu Channel categories:

Idemitsu Channel, TV commercials

TV commercial: 

“The History of IDEMITSU 1911- 1945”

TV commercial:

 “The History of IDEMITSU 1945- 2017”

Vietnam’s fi rst service station business with 

Japanese funding

TV commercial: Idemitsu Ihatove Trial

Idemitsu Excursion Club, “Sakaiminato”

TV commercial: 

Idemitsu Concert,  

by “Sing! The Hometown Girls”

TV commercial: 

Racer Nakagami, 

the 2017 British Grand Prix winner

Idemitsu Concert, by  

“Sing! The Hometown Girls”

TV commercial: 

“Where does petroleum come from?”

Paper stop motion movie, 

“The History of IDEMITSU”

Clay Art

http://movie.idemitsu.co.jp/
https://www.youtube.com/channel/UCH_qMY4RYoVhg5WPB57vz0A
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Communication with Corporate Clients

Idemitsu sales staff pay direct visits to corporate clients. In this way, the Idemitsu Group maintains close communication with 

corporate clients and promotes the development of products and solutions suited to their needs. Idemitsu Branch Offi ces 

throughout Japan hold seminars for corporate clients to deliver information on the latest technical trends in the energy-saving 

and environment-related fi elds as well as on regulatory conditions and other topics directly useful to their operations.

Major Seminars for Corporate Clients Held in Fiscal 2017

Organizing Department Seminar Title Location
No. of 

Times

No. of 

Organizations 

Participated

No. of 

Participants

Coal Business Department 

Petroleum Marketing 

Department

The 14th Apollo Energy Meeting Tokyo 1 149 317

Petroleum Marketing 

Department

Seminar on the Environment and 

Energy Saving

Nationwide in 

Japan
35 502 939

Lubricants Department 1, 

Lubricants Department 2

Cutting Oil Workshop Tokyo, Osaka 2 103 155

Thermal Treatment Workshop Tokyo, Osaka 2 178 291

Pract ica l  Seminar on Lubr icant 

Engineering
Chiba 1 15 17

Seminar on Lubricant Basics Chiba 1 12 18

The 14th Apollo Energy Meeting (December 8, 2017) Cutting Oil Workshop (November 17, 2017)
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Cooperation with Partners

Communication with Retail Outlets

Communication with Partners

Communication with Transport and Shipping Companies

Under the brand banner of “Hotto, Motto, Kitto: Idemitsu” (Assurance, Greater Vitality, and Absolute Satisfaction: The Idemitsu 

Promise), we constitute an integrated, simple and powerful supply chain with 783 retail outlets and 3,545 service stations 

located throughout Japan (as of March 31, 2018). Our Branch Offi ces serve as consultation desks to offer support for retail 

outlets by working closely with management and the operators of service stations.

With the aim of fostering communication and promoting dialogue between Idemitsu management and retail outlet owners, we 

hold the Joint Meeting every year.

We also make integrated efforts with the Idemitsu-kai, a retail outlet organization, to support community activities as well as 

regional vitalization and other social contribution initiatives.

Idemitsu’s refi neries and petrochemical plants consign plant maintenance work and logistics-related operations (land transpor-

tation from and marine transportation to and from refi neries and the petrochemical plants) to cooperating partners.

The number of such cooperating partners is about 50 for a smaller business site and over 200 for a larger business site.

At every business site, our partners in various fields comprise members of the Cooperative Association for Sea Transport, 

Cooperative Association for Land Transport and Cooperatives Association for Building and Maintenance. Idemitsu joins with these 

three associations in working to ensure safe and stable operations at business sites and to promote environmental conservation.

We consign the transportation of petroleum products to transport and shipping companies. These contracted transport and 

shipping companies organize safety councils to promote transportation safety and strengthen collaboration among their 

respective companies. Idemitsu participates in activities as a special member of these councils.

Our 19 partner land transport companies have formed the Koun-kai,* a council of transportation companies that conducts 

safety promotion campaigns and training seminars on truck operation management in addition to acknowledging accident-

and traffi c violation-free performance by awarding driving excellence. Our partner shipping companies have organized the 

Asahi Tanker Environment and Safety Council with the aim of forming high-quality, competitive fl eets and a reliable shipping 

structure. The council visits oil tankers berthed at refi neries, petrochemical plants, oil depots and other facilities and engages 

in dialogue with captains and crew members to promote the council’s action policies and share case studies. Idemitsu pro-

vides various alert and warning information concerning safety, the environment and quality to the council.

*  Koun-kai: A council of transportation companies to which Idemitsu consigns the transportation of petroleum products. Comprises 19 transport 

companies operating tanker trucks with the Apollo logo.

Communication with Shareholders and Investors

The Group communicates with shareholders and investors based on the following Disclosure Policy.

1. Disclosure Criteria

The Company discloses information in accordance with the Securities and Exchange Law, the Company Law, and rules relat-

ed to the up-to-date disclosure of corporate information of the issuer of marketable securities stipulated by the Securities 

Exchange (referred to below as timely disclosure rules). In addition, the basic stance of the Company is to strive for the fair, 

up-to-date and proper disclosure of information as requested by shareholders and investors regardless of whether such 

requested information is covered by the timely disclosure rules or not.

2. Disclosure Method

The information covered by timely disclosure rules is made available through TD-NET (Timely Disclosure Network) provided by 

the Tokyo Stock Exchange in accordance with the same rules, and the same information is provided as quickly as possible on 

the Company’s website after the release over TD-NET. In addition, consideration is given to providing information that is not 

covered by the timely disclosure rules to shareholders and investors in a fair, up-to-date, and proper manner based on the 

concept of timely disclosure.

3. Quiet Period

The Company has established a “quiet period” immediately before the announcement of earnings and refrains from providing 

comments and responses to inquiries related to earnings in order to prevent the leak of information that could affect the share 

price during the time the earnings report is being prepared. However, in the case that during the quiet period the possibility 

arises that there will be substantial difference from previously announced earnings forecasts, this information will be appropri-

ately released.

4. Future projections

Items, such as plans, forecasts, and business targets that are posted on the Company’s website and that are not historical 

facts, are based on decisions and assumptions made by the Company, taking into consideration information available at that 

time. Actual results may differ substantially from these items as a result of various factors. Factors that could affect earnings 

include economic conditions, the price of oil, the market for and supply and demand trend of petroleum products, and 

exchange rates, but are not limited to these factors.

5. Investment decisions

Information posted on this page has been provided in order to increase viewer’s understanding of the company not to solicit 

investments. Investment related decisions should be based on one’s own judgment.

Investor relations

http://www.idemitsu.com/ir/index.html
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Interaction and Communication with Oil-Producing Countries

Idemitsu seeks to build ever stronger relations of trust with oil-producing countries, particularly in the Middle East.

To achieve this goal, we have established local offi ces within the region from which we promote direct dialogue and exchang-

es with the countries concerned. Moreover, we have recently been working to strengthen our trusted relationships with oil-

producing countries by conducting joint business development with capital participation. In addition, we have been providing 

personnel development support and technical assistance to oil-producing countries by dispatching our expert staff to these 

countries with the help of the Japan Cooperation Center, Petroleum (JCCP), a general incorporated foundation, and accepting 

executive candidates and technicians for training in Japan. We have also been participating in joint projects implemented by 

JCCP to develop industrial infrastructures in oil-producing countries.

The 26th Annual Middle East Petroleum & Gas 

Conference was held in Abu Dhabi, UAE on April 23 and 

24, 2018. At the conference, Idemitsu director Kiyoshi 

Homma gave a speech about the challenges facing the 

oil industry in an environmentally friendly world.

There were 550 attendees from around the world, includ-

ing those from Middle East oil-producing countries, major 

oil companies, and executives of fi nancial institutions. The 

conference featured speeches by experts in various fi elds 

talking about petroleum and gas trends and future predictions, leading to lively debates.

In his speech, director Homma explained that people’s awareness of environmental problems is greatly 

changing and society is placing more emphasis on future sustainability, including that of economic growth. 

He then explained that the petroleum industry is being pressured to simultaneously achieve economic value 

(profi t) and social value (social contributions). Furthermore, he called for both oil-producing countries and 

consuming countries to draft revolutionary strategies not beholden to existing ideas to build a robust supply 

chain for petroleum and petrochemicals. Director Homma’s speech seriously tackled the future of the oil 

industry in Asia and the rest of the world. It was an opportunity to show oil-producing countries and other 

potential partners that Idemitsu is continuing to come up with solutions.

Fiscal 2017 Results

We accepted 44 trainees from the United Arab Emirates, Qatar, Oman, Vietnam and other oil-producing countries.

Sales and logistics executives from Myanmar Petroleum 

Products Enterprise (MPPE)

Technicians from Myanmar Petrochemical Enterprise (MPE)

Executive candidates from Qatar Petroleum (QP)

Petróleos Mexicanos (PEMEX), which accepted its fi rst techni-

cian exchanges

TOPICS: Calling for revolutionary strategies to build a robust supply network at the Middle East Petroleum & Gas Conference

Kiyoshi Homma (director of Idemitsu) giving a speech at 

the Middle East Petroleum and Gas Conference 


	gmenu_index: 
	gmenu_search_detail: 
	gmenu_print: 
	g1: 
	g2: 
	g3: 
	g4: 
	related link: 


