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Quality and Reliability

In order to pursue Quality and Reliability, Komatsu has established a system for providing high-quality products and
services that are innovative and safe, taking to heart the opinions of customers.

The fundamental principle of Monozukuri lies in Komatsu’s commit-
ment to Quality and Reliability in order to provide products—both hard-
ware and software—that customers are happy to own (see P. 4).

To achieve this, Komatsu puts the customer first as one of its Basic
Managerial Policies, with the pursuit of maximum customer satisfac-
tion at the foundation. The company engages in a continuous process
of reform and improvement with all divisions responsible for putting this
policy into practice, whether in development, manufacturing, sales,
after-sales service, or management.

Scope of Komatsu Quality Management

The Basic Stance of Management
Quality and Reliability

v

Basic Managerial Policy

v

Corporate Social Responsibility

Komatsu’s Code of Worldwide Business Conduct

Global Environment

Assurance of Personnel,
Innovative Products Education and

and Services Training of
Human Resources

Komatsu Earth
Environment Charter
Principles Governing

Quality Assurance
Development Standards for

flow of Product Safety Education & || Quality
a product training

ﬁ iProducts r

Scope of Komatsu
ality Management

Basic Policy of
Human Resources

Use of indices to increase Komatsu’s Quality and Reliability

Mechanisms for Quality Assurance

At Komatsu, all employees in each division, from product planning to
development, production, sales, and after-sales service, share a sense
of working as a single unit to manufacture products that are safe, inno-
vative, and of high quality. In addition, through a strengthening of
Komatsu’s unique Monozukuri system, the company is able to intro-
duce to the market competitive products featuring outstanding per-
formance and provide services and systems with substantial features.
Moreover, at each step of the development and production system,
meetings are held to evaluate the product and activities are undertaken

Komatsu’s Mechanisms for Quality Assurance
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In practical implications, Komatsu considers the scope of its quality
management as indicated in the chart on the left and uses indices to
promote such management.

( Komatsu’s Principles Governing Quality Assurance )

Komatsu has established the following principles on quality in its prod-
ucts and services, which all subsidiaries and employees are responsi-
ble for putting into practice.

Principles that Increase Quality and Reliability
Provide products, services, and systems that are environment-friendly,
safe, and innovative from the perspective of the customer.

Definition of Quality Assurance

The company has a responsibility to take actions that will ensure it is
able to provide products and services that the customer can purchase
and use with a sense of assurance and satisfaction and use for many
years to come.

Principles Governing Quality Assurance

(1) Putting customers first, being receptive to the views of the customer,
and responding appropriately to the customer, thereby earning the
customer’s satisfaction, are fundamental to the job of every employee
and constitute the responsibility of every employee.

(2) Complying with international standards and the legal requirements
particular to individual countries as a matter of course, and providing
products and services that, from the perspective of the customer,
have incorporated proper regard for safety and a sense of assurance
and that do not easily malfunction, are fundamental to the job of every
employee and constitute the responsibility of every employee.

(3) Providing products and services that incorporate proper regard for
global environmental conservation is fundamental to the job of every
employee and constitute the responsibility of every employee.

(4) Providing products and services that are creative and provide bene-
fits to the customer is fundamental to the job of every employee and
constitute the responsibility of every employee.

(5) Giving the customer a sense of safety, assurance, satisfaction, and

the ability to use the product for many years to come is a source of
happiness for every employee.

until the product is deemed to be suitable and specific objectives have
been achieved. In this way, the company conducts quality assurance
activities that firmly ensure Quality and Reliability.

Through such activities the company is able to provide products
and services that take the global environment into account and comply
with both international specifications and the regulatory requirements
of individual countries even as it works towards improved safety assur-
ance and satisfaction for its customers.
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( Structure for Quality Assurance )

The majority of Komatsu’s products—construction and mining equip-
ment, presses, and forklifts—are used as manufacturing equipment at
customers’ sites of operation. These products are expected to con-
tribute to customers through a higher rate of utilization and productivity
over long hours every day.

In reflection of these product characteristics, sales and service staff
at Komatsu not only visit customers directly to give detailed recom-

Komatsu’s Structure for Quality Assurance

mendations on products and the way to use them along with conduct-
ing maintenance activities but also provide feedback to relevant divi-
sions regarding customers’ views and requirements for products. The
company has created a system to increase customer satisfaction
through rapid responses to such information (see chart below).
Moreover, Komatsu maintains a database on product quality in the
market so that when discovering a problem on product quality in the
market, the company can respond rapidly and have all the company’s
sales and service divisions able to access ways to remedy the issue.
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(Increasing the Degree of Customer Satisfaction )

Based on its Principles Governing Quality Assurance, Komatsu is
undertaking a variety of initiatives to increase customer satisfaction.

First, Komatsu believes it is extremely important to give serious
consideration to customers’ views and examine them on a continuous
basis. Consequently the company conducts regular customer satis-
faction surveys, including post-launch field surveys. Komatsu uses the
results to improve both the products themselves and the structure pro-
moting quality assurance as well as to furnish new value to customers
by developing products featuring outstanding performance that antici-
pate customer needs in advance and delivering services with distinct
features.

By implementing these approaches, Komatsu is able to raise the
level of customer satisfaction.

regulatory stipulations

m Post-launch Field Surveys and Feedback of Results

As a part of its system for comprehensively assessing customers’
degree of satisfaction, Komatsu is moving forward with a post-launch
field survey through which people from the company directly visit cus-
tomers who have purchased newly-launched products and ask them
to evaluate those products (see overview chart of the system on the
next page).

In concrete terms, the company listens to customers’ feedback on
a day-to-day basis regarding the degree of satisfaction in the quality
and reliability of its products, as well as to the evaluations, views, and
requests concerning its sales and after-sales service and replacement
parts. Komatsu processes and analyzes the gathered data to decide
upon objectives for improvement.

The resulting information is shared across the company, notably
with top management, and provided as feedback to divisions at every
step in the process, including development, manufacturing, and sales
and after-sales service, to improve upon problems and revise the qual-
ity assurance system, thereby enabling the company to deliver prod-
ucts and services that satisfy customers.
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System for Ascertaining the Degree of Customer Satisfaction ( Quality Assurance Activities at the Global Level )
Komatsu’s quality assurance activities at the global level enable it to
provide products of uniform quality at all of its locations throughout the
~> Planning, development | world. For that reason, the company aims for universally applied and
* uniform technical drawings, manufacturing systems, inspection meth-

ods, information collection, and quality management.
Concrete efforts include labeling certain of the global manufacturing
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+ developed there transferred to other manufacturing locations around
- the world. This results in an improvement of technology and enhance-
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In order for Komatsu’s customers to be able to use its products safely
and with a sense of assurance, the company puts safety and assur-
ance at the forefront in its quality assurance activities. By formulating

Standards for Product Safety and associated Principles and having all
employees comply with them, Komatsu aims to provide products that
are safe, provide a sense of assurance, and are used for many years.

The Komatsu Information System for Product Safety
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( Information System for Product Safety and Services )

In order to get information at as early a time as possible regarding
problems with product safety in the marketplace, Komatsu has estab-
lished an information system for product safety and conducts rapid
responses to issues. Furthermore, it continuously strives to make
improvements so that the company, including top management, can
respond quickly through coordinated efforts, including (1) assessments
of the cause of the incident and procedures to be taken, (2) contacting
the relevant governing authorities, (3) deciding to take remedial meas-
ures such as conducting a recall of products still on the market.

Principles Governing Quality Assurance (Regarding product safety)
Complying with international standards and the legal requirements par-
ticular to individual countries as a matter of course, and providing prod-
ucts and services that, from the perspective of the customer, have
incorporated proper regard for safety and a sense of assurance and that
do not easily malfunction, are fundamental to the job of every employee
and constitute the responsibility of every employee.

Standards for Product Safety

(1) Compliance
The provision of products and services that comply with international
standards and the legal requirements particular to individual countries
is fundamental to the job of every employee and constitutes the
responsibility of every employee.

(2) Safety via prevention
The provision of products and services that are safe and provide a
sense of assurance, and do no harm to the customer is fundamental
to every employee and constitutes the responsibility of every employee.

(3) Security regarding accidents
The provision of products and services that minimize any injury that
might occur to a customer who has an accident is fundamental to
every employee and constitutes the responsibility of every employee.

(4) Transparency
The ongoing provision of advance safety warnings after receiving
information from the customer and, in the case of a defect arising in a
product or service, the efforts to undertake prompt response meas-
ures and information provision, are fundamental to every employee
and constitute the responsibility of every employee.

(5) Improvement of organizational climate
In order to create a corporate climate in which product safety is
emphasized, the standardization of the safety management system
and safety techniques as well as ongoing efforts to improve them are
at all times fundamental to every employee and constitute the respon-
sibility of every employee.

m Provision of Product Safety Information to Customers

While Komatsu meets all legal requirements for providing safety infor-
mation directly on products or in user’s manuals, the company supple-
ments this through the provision of product safety information to
customers, mainly using the methods listed below. Furthermore, the
company seeks to address each particular situation, with, for example,
engineers or top management visiting customers as the situation
might require.

Methods for Provision of Product Safety Information to Customers
(1) Direct indication on the product itself or in the user’s manual

(2) Direct explanations to customers by Komatsu sales and service
employees and sales and service employees of sales agencies

(3) Telephone consultations with the service division of each plant and
the customer service representatives in quality assurance divisions

¢ System for Dealing with Recalls )

Customers have become more concerned about product safety in
general and product recalls in particular. In response, Komatsu is
enhancing organizational strength and improving its ability to generate
comprehensive and rapid responses for ensuring safety in the market-
place.

Procedure Governing Recalls

(1) Proposal for rectification of the situation based on information regard-
ing the defect; decision regarding what measures the company will
take towards the market

(2) File notice with relevant authorities as provided under the law
(3) Inform customers by appropriate means

(4) Take appropriate corrective measures, including, for example, repair,
replacement, or refund

Efforts to Prevent Recalls

(1) Strengthening of system for collecting information on product quality
in the market

(2) Promotion of technical verification of the problem involved in the
recall and timely decision-making

(3) Strengthening of check system that features persons responsible for
vehicle inspection and safety

(4) Regular auditing of recall-related operations

m Number of Incidents in which Recall Notices Were Filed in Japan
Komatsu strictly oversees compliance with legal requirements. Should
a defect somehow be found in its products or services, the company
initiates rapid correction measures and moves forward with proactive
information disclosure.

The number of incidents in which recall notices have been filed
in Japan (see graph below) shows an increase in FY2005, when
Komatsu thoroughly investigated product quality information from the
previous five years and decided voluntarily to file notices and take
remedial action for ensuring the safety of vehicles for transporting
goods by road. The company will continue to press forward with all-
out efforts to pursue safety in the road ahead.

Number of Incidents in which Recall Notices Were Filed in Japan
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