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Customers

［Objective］

We always provide high-quality products and 
appropriate services in a timely manner in order 
to increase customer satisfaction and earn our 
customers’ trust. 

Improvement in customer satisfaction
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D-1 Customer Support Center

At our Customer Support Center, we respond 
to inquiries and requests regarding products 
that we receive from customers.

Among the various HORIBA products, 
inquiries about pH meters, which are sold in 
particularly large numbers, account for 
approximately 60% of all inquiries. Most of 
these are handled via toll-free calls and e-mail.

We released new products in September 
2013, namely the portable-type pH/water 
quality analyzer LAQUAact D-70/ES-70/OM-70 

series and a new pH electrode. As a result, 
although the total number of inquiries about 
HORIBA products decreased compared to last 
year, we received more inquiries regarding pH 
meters than last year.

In order to respond to inquiries about other 
products as quickly as possible, we are working 
in collaboration with the HORIBA Analytical 
Application Center, our sales divisions, and 
HORIBA Techno Service, which serves as a 
service division for HORIBA Group companies.

We also feed back information received from 
customers, including their comments and 
requests about HORIBA products, to our 
deve lopment  d iv i s ions  w i th  a  v iew to 
developing better products, thereby raising the 
overall level of customer satisfaction.

We will continue to assist customers with 
using our products for many years to come by 
more act ively responding to individual 
customers’ requests and analysis needs.

Customer Support Center

Customers



H
O

RIBA Report 2013

C a t e g o r y
Custom

ers

D-1 Number of Customer Inquiries and Visits to the Company Website
Customers

Total number of inquiries in 2013：26,846

Breakdown of Inquiries in 2013
(By Segment)

Breakdown of Inquiries in 2013
(By Content)

Breakdown of Visits to the Company 
Website in 2013 by Region

(2,503 Visits)

Scientific
19,463
72.5%

Process & 
Environmental
4,661
17.4%

Other
1,235
4.6%

Semiconductor 　
181
0.7%

Automotive
Test Systems
889
3.3%

Medical
417
1.6%

52.8%

Technical inquiries
14,188

Complaints
111
0.4%Other

1,348
5.0%

Business inquiries
10,330
38.5%

Requests for repair
869
3.2%

Japan
1,572
62.4%

Europe
261
9.9%

Asia
429
17.3%

North America
109
4.5%

Other regions
132
5.8%
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D-1 Service System

In 2000, HORIBA’s service division was spun off into HORIBA 
Techno Service Co., Ltd., a wholly owned subsidiary of HORIBA, Ltd. 
HORIBA Techno Service has actively developed networks not only in 
Japan but also in countries around the world. HORIBA Techno 
Service holds the International Service Meeting(1), where members 
from around the world who are engaged in service work gather 
together to enhance and improve their service plans; the company 
also provides technical training programs(2) for new products. In 
addition, the company dispatches service engineers overseas and 
accepts trainees from overseas to improve service quality through 
mutual technological exchange. We will continue to provide 
appropriate services that meet local needs as well as offer security 
and reliable support to customers globally.

In 2013, we released a new version of our 
flagship product, our motor exhaust gas analyzer 
model MEXA-ONE. Thus, to provide technical 
training, we assembled service engineers from 
Japan and seven other countries that play crucial 
roles in global customer support services. Using a 
program designed to enable engineers to 
understand the features and performance of the 
hardware and software used in the new product 
and to improve their field service skills, we 
conducted effective training to create a system 
for providing appropriate services to customers 
globally.

We hold the International Service Meeting 
annually in order to maximize the strengths of our 
service team, which includes as many as 1,100 
members from group companies. In  2013, service 
engineer representatives (13 from overseas 
and 25 from Japan) attended this meeting to 
participate in animated discussions.

Service system by HORIBA Techno Service Co., Ltd.

(2) Motor exhaust gas analyzer MEXA-ONE
      technical training

(1) International Service Meeting

Customers
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D-1 Exhibitions and Networking
Customers

HORIBA Hospitality Suite
We organize IR seminars, presentations for investors, 
and other events concurrently with exhibitions, so 
that we can let as many people as possible know 
about HORIBA.
The HORIBA Hospitality Suite is an event that we 
hold during exhibitions. We invite customers and 
other people involved in relevant industries to 
provide them with an opportunity to network and 
to strengthen our relationships with customers.

Automotive Engineering Exposition 2013, Japan’s
largest automotive engineering exhibition

Automotive Testing Expo Europe 2013 (Stuttgart,
Germany), a trade fair of the European automotive 
measurement industry

JASIS2013, Asia’s largest exhibition featuring the latest 
analysis and scientific equipment

SEMICON Japan 2013, the world’s largest exhibition 
on semiconduc tor produc tion systems and 
materials

HORIBA Group companies participate in a total of about 40 exhibitions each year to actively advertise their new products and technological expertise.
At the same time, the Group places great importance on further improving its hospitality. It does this by for example through initiatives such as the 

HORIBA Hospitality Suite. This provides HORIBA with invaluable communication opportunities not only to listen directly to customer views and reactions 
but also to deepen its relationships with its customers.
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D-1 Quality Improvement Initiatives
Customers

The HORIBA Group’s quality assurance activities cover the following 
three stages: the first stage, covering product planning to design; the 
second stage, covering material procurement to manufacture; and the 
third stage, covering shipment to aftersales services. In order to satisfy 
the needs of our customers, we strive to develop the highest quality 
standards in the world at each stage, in addition to producing safe and 
Eco-Design products of outstanding quality.

To this end, we are working to reduce a total quality costs in a balanced 
manner of prevention, assessment and loss.

- Design review as an important function to ensure product quality
- Stepping up change order control to maintain consistent quality
-  On-the-site assessment to examine whether customers’ needs are 
being met

- Reliability assessment tests on essential product parts
-  Organizing Product Quality Improvement (PQI) competitions to 
eliminate issues (1)

- Organizing the Craftsmanship competition (2)
We also collaborate with HORIBA Group and suppliers to establish a 

comprehensive quality assurance system so that we can provide 
customers with high quality products with consistency throughout the 
world.

Quality Improvement Initiatives

(1)Product Quality Improvement (PQI) competitions 
The Seventh HORIBA Group PQI Competition was held on October 22. This 
year, a wide range of quality improvement initiatives were developed, 
such as total commitment to reducing the defective product rate, focus on 
technological improvements, and focus on worksite improvements. To show 
individual companies’ activities, which are usually unknown to outsiders, 
various data was displayed at the competition venue, including the numerous 
themes proposed this year by the HORIBA Group and our production partners, 
daily improvement activities, and selection results.
The HORIBA Group and its partner companies are committed to quality 
improvement activities in order to build a system for working together in 
harmony.

(2)Craftsmanship competition
On July 18, we held our sixth Technical Olympics in which members from the 
HORIBA Group and our production partners compete with one another. This event 
allows group company members to develop world-class professional skills and 
awareness as well as to raise their skill levels through mutual competition with 
partner companies. A total of 62 people, including 27 from the HORIBA Group and 
35 from 10 of our assembly partner companies, participated in the competitions. 
Engineers displayed their skills and competed at a high level with one another. 
Companies competed in four categories—lead-free soldering, screw tightening, 
inspection, and a skills test; in addition, they also competed in terms of overall 
ranking across all categories (excluding the skills test).

Starting this year, product inspection was added as a competition category; in this 
competition for identifying the differences between harness drawings and actual 
products, participants competed using their skills to detect defects and identify 
differences. 
As was done last year, we also administered a practice examination for the skills 
certification test so that participants could ascertain their skill levels before taking 
the actual test. By sharing knowledge of basic manufacturing skills among all 
members, we are able to establish processes for eliminating faulty products, and 
aim to produce reliable and high-quality products for our customers.




