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■CSK Group’s Vision

We intend to become a corporate group that provides customers with critical, 
highly optimized services that are constantly aligned with their needs, with the    
aim of achieving sustainable growth and development.

We intend to become a corporate group that provides customers with critical, 
highly optimized services that are constantly aligned with their needs, with the    
aim of achieving sustainable growth and development.

Take steps to rebuild trust in CSK Group lost in the management crisis

Target operating income margin of 7%

Target a sales growth rate of 5%

・FY2010/3: Return to profitability at operating profit level

・FY2011/3: Transform to structure that enables stable profits

・Medium-term: Secure operating profits of ¥10-15 billion

1. Basic revitalization policy

■ Toward a stronger CSK brand
Restore trust

Restore profitability

Restore growth potential
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■Services provided by CSK Group

1. Basic revitalization policy

■Basic business policy

・ Position systems integration, IT management and BPO as our three core businesses
・ Achieve sustainable growth by enhancing the competitiveness and differentiation of each 

business area

・ Carry out Group-wide sales and marketing and cross-selling of services

・ Create No.1 new services focusing particularly on our three core businesses

Enhance competitiveness and differentiation of each business area

Pursue Group cooperation and collaboration

Create No.1 services

Systems
integration

IT
management

ＢＰＯ

Service 
integration

Web調達 EDI
ﾃﾞｰﾀ分析 ｺﾝﾀｸﾄｾﾝ
ﾀｰ ｶｰﾄﾞﾋﾞｼﾞﾈｽService 

innovation

By service area

BPO
Provide contact center and 
other BPO services, with 
CSK ServiceWare playing a 
central role
IT management
Provide data center and 
systems management 
services, mainly through 
CSK-IT MANAGEMENT
Systems integration
Provide systems 
development and integration, 
consulting and ASP services, 
led by CSK SYSTEMS

Meet individual 
customer needs 
using comprehensive 
group  resources to 
provide customized 
solutions

Meet market needs 
across sectors and 
businesses, using 
accumulated Group 
expertise to create new 
services

By sector and 
business area
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2. Issues facing our Group and our initiatives

Issues Initiatives

Restore
profitability

●Overlap of headquarters and administrative 
functions

●Increase in Group administrative costs 
accompanying business diversification

●Mismatch between prices of services 
provided and costs

●Impact of underperforming businesses 
on consolidated results

● Reform cost structure

● Focus business portfolio

Restore
growth 

potential

●Adverse effects emerging of optimization 
at each company

●Develop framework for collaboration by
business area

●Under-use of Group’s internal resources

●Stepping up differentiation strategy and
pursuit of various initiatives

●Acceleration of business transformation

● Pursue service integration
・Enhance competitiveness of 

three core businesses
‐ Develop framework and pursue 

differentiation
● Pursue service innovation
・Devise ways to collaborate within the Group
・Policies for creating new services

●Pursue same-business and 
different-business collaborations
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■Main measures to reform cost structure

Integration/closure of offices and operations

Early retirement program
● Aiming to improve organizational efficiency and optimize workforce size by seeking 500 applicants  

for early retirement. In addition, not hiring any new graduates from the March 2011 graduate pool

Review of headquarters administrative functions

3. Restore profitability

●Streamline administrative functions by eliminating overlap in functions and businesses
⇒Reorganize the functions of CSK HOLDINGS, CSK ADMINISTRATION SERVICE and each Group 

company
(Reduce next fiscal year’s combined SG&A expenses in the IT services business and at Quo Card 
and administrative costs at CSK HOLDINGS and CSK ADMINISTRATION SERVICE by 10%
compared to this fiscal year)

⇒ Reduce headquarters administrative costs by merging Group companies
・CSK ServiceWare:  Merger of 8 Group companies on July 1, 2009
・CSK SYSTEMS: Merger of 3 Group companies planned for April 1, 2010

●Reduce operating costs and improve business efficiency by consolidating/integrating operations
⇒Reduce next fiscal year’s office expenses by ¥0.8 billion compared to this fiscal year

Review of internal IT systems
●Put on hold development of new internal IT system and review operating costs
⇒Reduce next year’s information system costs by ¥1.2 billion compared to this fiscal year
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34.1

■Cost reduction

FY2009/3 FY2010/3 (forecast) FY2011/3 (target)

Personnel 
costs

Non-personnel 
costs

FY2011/3 fixed costs projected to be down ¥19.0 bn from FY2009/3

109.0
92.2

90.0

Down ¥11.2 bn
(32.8%)

Down ¥7.8 bn
(10.4%)

(¥bn)

Down ¥19.0 bn
(17.4%)

(Compared to FY2009/3)

Fixed costs

IT services business and Quo Card and CSK HOLDINGS

74.9

22.9

67.1

24.9

67.3
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Plaza Capital 
Management

Main business

・Asset management business
・Commodity investment advisory 
business

Company name Outcome

Sale to Capital Partners Securities
(on October 16, 2009)

CSK-IS ・Investment business ・Complete withdrawal from 
these businesses

・Currently disposing of remaining assetsCSK 
PRINCIPALS

・Investment business

ISAO

・Network solutions business
・Application services business
・Mobile services planning and 
operation

・Network game operation business

Sale to Toyota Tsusho
(on April 1, 2010)

Withdrawing from/selling the following non-core/underperforming businesses

*We continue to explore the possibility of withdrawing from/selling other financial services 
businesses/underperforming businesses.

■Business selectivity and focus
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4. Restore growth potential

■Pursue service integration (focus on three business areas)

BPO business

Innovation (new areas)・CSK ServiceWare

・VeriServe
(listed on TSE 1st section)

・CSK SYSTEMS (DALIAN)

・CSK PRESCENDO

・QUO CARD*1

Sales: ¥29 bn Sales: ¥5.5 bn

Merger of 8 BPO companies
⇒Merged into CSK ServiceWare

(July 1, 2009)

Merger of CSK ServiceWare 
and Business Extension

(April 1, 2010)

IT management 
business

Systems integration 
business

・CSK SYTEMS

・JIEC 
(listed on TSE 2nd section)

・CSK WinTechnology

・HOKKAIDO CSK

・FUKUOKA CSK

・CSK Nearshore Systems

・CSK SYSTEMS (SHANGHAI)

・CSK Securities Service*2

・CSK-IT MANAGEMENT

・CSI SOLUTIONS

・CSK SYSTEM  
MANAGEMENT

Sales: ¥36.5 bn Sales: ¥91.5 bn

Merger of CSK SYSTEMS, 
CSK SYSTEMS NISHINIHON 
and CSK SYSTEMS CHUBU

(April 1, 2010)

Group priority areas
↓

Focused allocation 
of resources

Business Services Technology Services

*1 Current business area  is Prepaid Card Business
*2 Current business area  is Business Services
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■Business policy for three business area
Policy for next fiscal year

Systems 
integration
business

・Develop strategies and approach by customer   
sector and size

・Improve our share of business with each customer   
with awareness of how different business areas    
are linked

・Establish an efficient development process

IT 
manage-

ment 
business

BPO 
business

・Promote the full lineup of services available 
following the merger
‐Expand sales through Group and other sales

channels
‐Core areas (businesses)

Sales support, reception, orders, promotions

Medium-term policy

・Pioneer markets in which we can aim to be No. 1

・Ensure more active reuse of production technologies 
and expertise

・Promote use of offshoring and nearshoring

・Create new added value in the support services
business
‐Acquire customer liaison business all along the 

consumer value chain
‐Develop management methods that improve client 

earnings
‐Use Group IT infrastructure and resources for 

metrics/measurement, operation and management

・Strengthen ties with customers through service
managers

・Expand business by providing private cloud
infrastructure and peripheral services

・Provide outsourcing services that can be used by   
multiple customers

・Commercialize and enhance branding of services

・Develop hybrid cloud services

・Enhance (improve standardization and efficiency of)        
data center business

・Pioneer collaborative data center business targeting 
overseas markets

Innovation
・Focused allocation of resources

・Lay the groundwork for creating new services
・Create numerous new services

B
usiness Services

Technology Services
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Customer process

C
ustom

er stage
C

hannel

Potential customer Repeat/
continuous customer

Customer of a competitor Lost customer

O
utbound

Inbound
O

ther

Phase of retaining customers and developing relationshipsPhase of finding/acquiring new customers

Pre/post-DM calls

Calls to get appointments 
to visit potential customers

Win new orders

Marketing and research

Thank you calls

Retention calls

Research on reasons
for cancellation

Calls to encourage
repeat orders

Calls to encourage
trading-up

Customer satisfaction research

Billing and inquiries reception

After-hours reception

Campaign office

Help desks

Reception for various inquiries

Technical support

Customer support

Reception for complaints/recalls

Reception for product orders

Back-office operations

DM creation and distribution Various data input Voice of the Customer 
collation and analysis Data analysis and mining Promotion planning

Data management 
and cleansing

Planning and design
of various researchMystery shopperVarious education and trainingMonitoring and evaluation

Contact centers (relationship centers that provide and gather information as points of contact with the customer)

Consulting (situational analysis→process visualization→operation and improvement of PDCA cycle)/temporary staffing (engineers, trainers, telephone receptionists, field staff, etc.)

Multi-channel response possible (Web, mobile, e-commerce, direct marketing, fax, mail)

Service lineup

Anticipated customer

Dormant customer

Paying customer

Initial 
awareness

Comparing/
considering purchase Purchase Use

Complaints/
trouble

Repurchase/
continued use

Aware customer

Loyal customer

■BPO business: Overview of full-line services of CSK ServiceWare

Domain of the 
former 

CSK Marketing

Domain of the 
former 

ServiceWare

Domain of the former 
CSK 

COMMUNICATIONS
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■IT management business: Overview of CSK-IT MANAGEMENT services

IT 
management 

services

Data center-type 
outsourcing services

Onsite-type 
outsourcing services

Support services
(Field services)

Colocation services
Hosting services
“USiZE” (service with fees based on usage volume)
- Utility computing services
・Dedicated USiZE (Windows, Linux, Solaris, HP-UX)
・Shared USiZE

Preset USiZE (Windows, Linux)
・Storage services
・Document management service (Hofumi)

Digitization of paper documents, 
secure management services

Management support services
・Systems management business support
・Systems management, operation
・Service delivery, service support
・Business management support

Hardware and software maintenance
Help desks
PC life-cycle management, PC asset management
Network installation and repair and related building construction

Data center management services
・Onsite outsourcing (SLA agreement-type)

Heartil Management Center
-ITIL-based IT service management infrastructure

Network services
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■IT management business: Green IT initiatives at Chiba e-service data center

*PUE is a quantitative indicator of power usage effectiveness developed by IT industry consortium the Green Grid as a joint industry 
initiative to improve power usage effectiveness at data centers. The closer the PUE is to 1, the more effective the power usage is.

Data centers with bad PUE have figures of 3.0 or more.
The standard level is PUE of around 2.3-2.5.
A good level is PUE of 2.0 or less.

Many next-generation data centers aim for PUE of 1.7 or less.

Key point: Our data centers are operated in line with global evaluation standards, including from an environmental perspective

Pursuing the following Green-It initiatives at our Chiba e-service data centerPursuing the following Green-It initiatives at our Chiba e-service data center

In response to increasing calls for data centers to pursue green IT, our Chiba e-service data 
center has been quick off the mark in energy saving and reducing CO2 emissions

FY2005: Established a segmentalized air-conditioning schedule by season, time and room
FY2006: Started strict regime of turning off unnecessary lights and using the stairs, as well as the 

CoolBiz program targeting reduced use of air conditioners
FY2007: Set goal of PUE of 1.5 or less—PUE at time was 1.71
FY2008: Added a new high-efficiency cooling machine. Switched to energy-saving power supply units

Heat insulation for air-conditioning room. Shifted to individual air-conditioning for conference 
rooms and waiting room 

Main environmental initiatives

As a result, we have managed to keep down our PUE, an indicator of data center power 
consumption efficiency:

Average 1.５４ (as of Sept. 2009)

PUE

(Power usage effectiveness)
＝

Total power used by facility

Power used by computing equipment
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■Pursuit of service innovation
Start of Business Innovation Program

● New project with presidents of each Group company tasked with responsibility
for pursuing joint, Group-wide innovation initiatives

■Pursuit of alliances with companies in same and different industries

Establishment of new organizational units

Business alliance with Sumisho Computer Systems

●Established an alliance task force and 11 areas for collaboration

●New Global Business Promotion Office in CSK HOLDINGS
●New Service Innovation Promotion Division in CSK SYSTEMS

・Group-wide rollout of next-generation 
on premise

・Develop next-generation on premise pilot 
model

・Overhaul processes for cooperation                              
between headquarters and on-sites

・Establish system in which service 
managers take responsibility for providing 
value to customers

On-sites
services

・Develop system for encouraging re-
use of assets

・Develop system for fostering 
business skills

・Develop usage-based service provision 
infrastructure

・Foster technological capabilities for usage-
based services

・Develop framework for implementing
technology strategy

・Clearly determine the issues for improving 
development productivity and our 
response measures

Technology

・Enhance industry/business-specific 
consulting

・Create management and administration 
system for new business

・Create PDCA and evaluation mechanisms 
for service quality

・Establish Group service menu
・Establish new business development 
functions, processes and systems

Service
development

・Group strategic alliances with top vendors・Overhaul various marketing functions and     
systems

・Make management more transparent from  
a customer perspective (consolidated  
basis)

Sales
and

marketing

Third yearSecond yearFirst year (to March 31, 2010)Theme
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5. Earnings forecasts for year to March 2010

■Trends in quarterly sales and operating income (YoY comparison)

Operating income

Technology Services Business Services IT Services (total)
Sales

FY2009/3
FY2010/3

・Secure profits by pursuing short-term cost reduction measures to counteract falling sales
(forecasting YoY increase in operating income in IT Services (total)) 

・Aim to transform to a structure that generates stable profits from next fiscal year onward, by  
reforming our cost structure

(¥bn)

0
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Q1 Q2 Q3 Q4
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■Year-end backlog of orders balance

BPO business
(CSK ServiceWare)

(¥ bn)

IT management 
business
(CSK-IT MANAGEMENT, 
CSI SOLUTIONS)

Systems 
integration business
(3 CSK SYSTEMS 
companies, JIEC)

・Projecting a slight YoY increase in the year-end order balance in the year to March 2010

33.0

26.5

12.0

32.5

28.5

12.5

0.0
10.0
20.0
30.0
40.0
50.0
60.0
70.0
80.0

FY2009/3
(result)

FY2010/3
(forecast)

71.5 73.5
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● Targeting growth of more than 10% in the IT management business and BPO 
business

● Aiming for ¥20 bn in the innovation segment

FY2010/3 forecast Medium-term target (FY2014/3)

Systems integration business

IT management business

BPO business
Innovation (new business)

¥5.5 bn
(3.3%)

¥20 bn
(9.1%) CAGR

38.1%
11.6%

10.8%

2.3%

*Figures are before consolidated adjustment

Sales

Operating income

FY2010/3 forecast

¥152 bn

¥5 bn
Operating margin 3.3%

Medium-term target (FY2014/3)

¥200 bn

¥15.5 bn

7.8%

(Total, after consolidated adjustment, of IT services + Quo Card + CSK HOLDINGS)

■Medium-term sales targets by business

■Medium-term 
quantitative targets

6. Medium-term quantitative targets

¥100 bn
(45.5%)

¥55.0 bn
(25.0%)

¥45.0 bn
(20.5%)

¥91.5 bn
(56.4%)

¥36.5 bn
(22.5%)

¥29 bn
(17.8%)

(4 years
later)
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7. Revitalization planning roadmap

2009/9 2009/10 2009/11 2009/12 2010/1 2010/2 2010/3 2010/4

Reduce financial risk
Reduce risk in financial services business
・Sell real estate securitization business
・Withdraw from other financial service 

businesses
Stabilize financial position:
・ ¥30 bn DES with financial institutions
・ Long-term refinance of ¥50 bn short-term 

loans
・ ¥16 bn capital increase from ACA

Strengthen governance 
system

Establish executive officer 
meeting

・Rapid decision-making
・Strong management   
monitoring

Establish Corporate Turnaround 
・Revitalization planning

Formulation of revitalization plans
to 2009/11 to 2009/12 to 2010/3
・Basic revitalization policy
・Management policy, business 

policy
・3/2010 initiatives
・Group restructuring options

Start of new
 year to achieve revitalization plans

・Outline mid-term plan
・Plan for FY3/2011
・Revise Group management 

system
（announcing 2/2010)

・Group company mid-term business 
plans

・Group company 3/2011 business plans
・Individual strategic plans
（announcing 5/2010)
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Reference: Revitalization initiatives in 2009 and 2010

・Sept. 29, 2009 Extraordinary meeting of shareholders

・Sept. 30, 2009 Transfer of real estate securitization business
Capital increase ・Subscription to ¥16 bn in preferred shares by ACA Investments

・Debt-to-equity swap with financial institutions
New management ・Change of all directors and auditors

・Establishment of executive officer meeting

・Sept. 30, 2009 Establishment of Corporate Turnaround Headquarters (with the following divisions and roles)
・Business Restructuring Promotion Division:  Cost structure reform, redesign of headquarters 

administrative divisions
・Business Promotion Division:  Business expansion (Business Innovation Program), 

pursuit of business alliances
・Corporate Planning Division:  Development of business policy and medium-term plan, 

implementation of restructuring, internal communications

・Oct. 16, 2009 Sale of Plaza Capital Management

・Nov. 11, 2009 Announcement of “Toward a Revitalization of CSK Group”
・Basic revitalization policy, business policy and road map

・Dec. 1, 2009 Announcement of early retirement program (Career Option Program)
・Dec. 1, 2009 Launch of Business Innovation Program

・Jan. 14, 2010 Formal announcement of merger of Group systems development companies into CSK 
SYSTEMS

・Jan. 14, 2010 Announcement of merger of CSK ServiceWare and Business Extension

・Jan. 15, 2010 Announcement of restructuring of CSK HOLDINGS

・Feb. 9, 2010 Announcement of sale of ISAO

・Feb. 10, 2010 Announcement of “Revitalization of CSK Group”
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Disclaimer

This material is intended to provide information about the business performance 
and strategy of the CSK Group. It is not intended and should not be construed as 
an inducement to purchase or sell stock in CSK HOLDINGS or CSK Group 
companies. Statements in this presentation and at the explanatory meeting that are 
not historical fact are forward-looking statements, based on the current beliefs, 
estimates and expectations of management. As these beliefs, estimates and 
expectations are subject to a number of risks, uncertainties and assumptions, 
actual results may be materially different. CSK HOLDINGS undertakes no 
obligation to update any forward-looking statements, and shall in no event be liable 
for any damages arising out of the use or interpretation of this material. Please 
refrain from copying, disseminating or distributing this material without the prior 
consent of CSK HOLDINGS.


