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Mid-Term Management Plan 2025

NEW BPO

Take to the Next Level, Engage, and
Widen Your Voices of All of You

EEEEEEEEEEEEEEEEEE



o@ Bell
System?24 Contents

Review of the previous Mid-Term Management Plan cccccecceccccceccecceccecceccens
Mid_Term Management Plan 2025 00 00 0000000000000 000000000000 0000000000000 00C0OCCCCONINININOINOIOIGIOPS 5
Changes in the Social Environment and Demand Arising from the

Changes 00 00 0000000000000 00000000000000000000000000000000000000000000000000000000000000000000

Concept Ofthe Mid-Term Management Plan 2025..‘0..‘Q..‘Q0.‘.0.‘Q.O‘..OC..OO..OOO.‘
NEW BPO: ~ Take to the Next Level, Engage, and Widen Your Voices ~
Three Priority Measures 00 00 0000000000000 0000000000000 0000000000000 0000000000000000000000 8

1. Human Resources: Maximizing the Active Participation of Our
Workforce of 40,000 Employees ccceeecececcncaccncncens 10

2. Stylization: Taking CX Operations to the Next Level ..cccceeeieeencececeees 13
3- CO_CreatiOn: Exploring NeW Domains 00 00 0000000000000 000000000000000O0COCOCCOCIOGINOGINOIOIOGNDOS 19

Quantitative Targets 00 00 0000000000000 0 00000000000 00000000000000000000000000000000000000000 23
Human Capital Strategy..OOO.‘Q..‘Q0.‘.0.‘Q.l‘..OC..OO..OOO.‘Q0.‘.0.‘Q..‘Q.OC..OC..OOO.OO 24
Sustainability: Material Issues andMedium-term Targets ....cceeeeeeeccecececscoccccaces 25

© BELLSYSTEM24, Inc.



@ Bell
System24

Review of the Previous Mid-Term Management Plan:
Qualitative Aspects

928 Maximizing our workforce of 30,000 employees

3,000 home-based contact center seats achieved

Given Grand Prize in the J-Win Diversity Award (active participation of women) and
Gold certification in Pride Index(LGBTQ)

Development of a career map and curriculum
Human capital enhanced by making full use of data on 30,000 people

() Creation of multifaceted value of voice data

Use of multifaceted recognition solutions around voices as standard equipment
Launch of the DX Direct Center that utilizes voice response data and emotion
analysis

Expansion of automation with chat bot and voice bot

Growing with partners for credibility and co-creation

© BELLSYSTEM24, Inc.

Strategic partnership cooperation with TOPPAN strengthened
Establishment of Horizon One, which engages in consulting and BPO services in
personnel and accounting affairs, jointly with Layers Consulting

Partnerships with BrainPad and bellFace and expansion of foundation of overseas
business
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System24 Quantitative Aspects

(Unit: billions of yen) Average annual growth rate

1.2%

Average annual growth rate

T 10.2%

(Operating profit ratio) (8.8%)

Net DER

FY ended FY ended FY ended
Feb. 2020 Feb. 2021 Feb. 2022 Feb. 2023 Feb. 2023

* Previous Mid-term
Management Plan
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@Mﬁ%es In the Social Environment and Demand
f‘fésmg from the Changes

Post-COVID-19 changes in the market environment

+ ) Changes in the social situation

Normalization of economic activities and the resultant tight labor market
Various management issues with uncertain prospects that arose from complex risks

Marketing needs growing due to advances in technology and more complicated points of
contact with customers

+ ) Predicted changes in the market

k.
B Risein personnel cost and moves to automate customer response attributed to shortfall in

human resources

B  Growth in demand for BPO services that are effective in the areas of both aggressive and
defensive measures against diverse management issues

B Using technologies for marketing and initiatives to secure high-level human resources who
can participate actively
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We continue to solve issues through careful communications on a daily basis, by
identifying the needs of society, companies, and consumers by listening tothe voices of
people.

Due to technological innovations, problems identified from the voices have changed
into complex, multifaceted issues.

We are entering an era when the solution processes we work on sincerely, the
achievements from the streamlining of operations, and changes in people's emotions
will be utilized as digital experience and assets that can be analyzed at any time.

Many of the voices collected at CX sites will be transformed into value related to
business decisions leading to optimal actions. We will stylize this process and open

new frontiers for data utilization.
This is the NEW BPO that we will realize at the BELLSYSTEM24 Group.

N E “’ B p O Take to the Next Level, Engage, and

_ Widen Your Voices of All of You
Next, Engage, Widen,
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Three Priority Measures

NEW BPO

Maximizing the active participation
of our workforce of 40,000
employees

Human

1 £

resources

Achieving more sophisticated data
utilization

2 Stylization (g

Developing the NEW BPO areas

3 Co-creation =

Evolution and expansion into
fully home-based operations

Maximizing the capabilities of
individuals with job matching

Driving diverse, flexible
workstyle reforms in all
directions

Systematizing growth
opportunities and building a
next-generation work
environment

O Improving performance by
pursuing technologies for voice
data and analyzing the data

O Achieving more sophisticated
data integration for capturing
consumer needs

O Pursuing hybrid operations with
automation and human
resources

Taking to the next level and
widening CX operations for
catering to customer needs

Discovering BPO areas with high
demand for large-scale/stable
operation

Establishing marketing BPO for
evolving CS

Driving R&D of next-generation
BPO business which applies new
technologies

Creating new BPO areas with
complementary and operational
capabilities

© BELLSYSTEM24, Inc.
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Conceptual Rendering of the Strategy
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Maxir_ni_zing e 2t Ach_ie\_/ing o Cooperation with Growth strategies .
participation of our sophisticated data partners for opening new Widen
workforce of 40,000 utilization frontiers

employees V\[ | d en
Human

Connect

resources 2 Stylization 3 Co-creation

Engage
4

Streng;hé'ning
Take to the ( technologies/solutions
next level ( s

Next--------" \

“
.+*" Channel/ area
complementation

o\

NEW BPO the
Next, Engage, Widen,
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\ Maximizing the active participation of
s our workforce of 40,000 employees
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@ Bell 1. Human Resources:
System24 Driving Fully Home-based Operations

Creating a workplace where workers optimize the diversity and efficiency of each other,

overcoming time and space constraints

@ Sustainable workstyles

Enabling a fulfilling work and private life,
without having to go out

Securing excellent human resources and
eliminating labor shortage

Increasing the number of home-based seats from
3,000 to 10,000 (including fully home-based seats)

© BELLSYSTEM24, Inc.
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Formed capital and
business alliance

Technology improvement
and operation

'\fDUMSCO*

1. Human Resources:

Improving Matching Between Aptitude and Jobs

Matching human resources with

jobs statistically
based on results of management of 3,000 types of
operation per year

Personal Attributes/
EWGIBIE recruitment processes

@ ' accumulation
Records of operations/
guestionnaire

(@)

Performance/
achievements

Data

a Voice ——

Developing an
algorithm based on
real-time statistics

and analysis

( Use of Al )

* A pioneer in Al design and operation for maximizing the performance of human resources

© BELLSYSTEM24, Inc.

Improving recruitment efficiency and
retention rate

Data on

more than 7,000

human resources employed by
centers every year

Discovering human resources who
continue to work for along time

Discovering job allocations that
produce results
Discovering signs of turnover
based on emotions

Enhancing optimal job
matching/turnover prevention in
addition to streamlining
recruitment

12
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Bringing CX Operations
to the Next Level
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@ Bell 2. Stylization:
"~ System24 CX Operation We Aim to Develop

N

Improving customer Contributing to bus
experience/ growth/optimizing
catering to diverse needs . business process

/ 3 E ? ; 3 .\\ " zyt" ’i, »‘\ Ny ";::‘
— N\ A . AV ~ 4 : Ag ?ﬁ\
Consumers / . Clients
_‘ e Al b ) T A y i 2
\\\‘y < { | ™,

Customer eXperience

~ \§ : Data related to all customer experience

Customer Web Purchase Records of Response FAQ on
attributes  behavior history operations procedures solutions

Improving CX operations to a higher level by utilizing data and providing new value

© BELLSYSTEM24, Inc.
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@ Bell 2. Stylization:
System24 Two New Initiatives for Moving to the Next Level

Taking CX to the next level to improve the operations in a way leading to effective utilization of IT and
management support in addition to a higher level of operations of existing contact centers

Target analysis Contract rate Operation KPI SO Business KPI
performance

Optimizing scripts Voice analysis Job matching
Shatl = . . . Productivity o el 27
A . Emotion analysis Process design improvement : { TR
Provision of . Business
Improving - .
value response rate VOC» iz dllng Improvement

]
"
2
*

Automated Management
Exploration 1 ( Use of IT ) Exploration 2 ( sup?port

Introducing IT optimized for Product selection Improving customer operations to contribute
customer reactions directly to numerical results

Digital CX Consulting DX Direct Center

© BELLSYSTEM24, Inc.



@ Bell 2. Stylization:
System24 Introducing IT Optimized for Customer Reactions

Exploration 1=-Pjgital CX Consulting

Appropriate coordination of latest IT tools. Ensuring highly effective operations by introducing a fit-to-
standard system assuming consumer reactions and stable operations of workers

Optimizing the system from a CX perspective

7 &
N &
Fieelis ixppeerz:foen!]

&%QJ

Utilization
of human

Understanding IT products with high Coaching the system Optimizing Human resource
the digital solution cost efficiency development in the achievements management and
to each issue process of from operations capacity for
introduction Process analysis upskilling training

and design

Designing a system without excess or l.l Building an operating infrastructure

o \ for the combination ofIT and human
deficiency based on the actual reactions ; :
resources that will continue to
of consumers >

produce results

© BELLSYSTEM24, Inc.
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2. Stylization:
o@ Bell Taking Management Support to the Next Level
System24 by Using CX

Exploration 2= DX Direct Center

Overwhelming
performance
achieved in
the insurance industr

Spreading to
other industries

Sophisticating the goal design

Identifying operation KPIs that contribute
directly to management indicators

Integration of digital m PDCA based on
scientific data
analysis

nologies and operations
) at a high level
Contributing simultaneously to the provision of value to
consumers and to clients' management with VOC analysis

Acqwsmon
efficiency

User reactions

© BELLSYSTEM24, Inc.
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2. Stylization:
@ Bell Hybrid Operations with Automation and
" System24 Human Resources

Value provision full of hospitality, which can be achieved :  Timely introduction
only by people, will rise to an even higher level : g™ 2ics!

- ] ) technologies
with the spread of automation technologies.
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g achievements mad
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Co-creation:

New BPO as the New Area to Be Developed
under the Mid-Term Management Plan

C

Strengths x Cooperation
with partners

Flexible system
complement and

(New domainsj

Using CX for management
support

Digital CX Consulting

Fully taking CX

operations to the

next level

Technology
optimization/operational
capabilities/utilization of

human resources
Large-scale, speedy
responses

© BELLSYSTEM24, Inc.

knowledge training

Human resource
management for making
maximum use of human

talent

Finding operations for
which human resources
and IT operations
capabilities are to be applie

Effective 1-to-1 response
enabled by VOC analysis

New channel expansion
for VOC x CRM data

Stylizing the CX quality
in Japan in multiple
languages as well

LAYERS ’
CONSULTING
d
>
TOPPAN ’
>

(Developing the NEW BPO areas)

Adapting to rapid growth in scale
BPO supporting ventures

Expertise in human resource
efficiency improvement

HR Tech BPO

Pursuing efficient business processing

Accounting/personnel
affairs BPO

Optimal responses to individual
situations

Healthcare BPO

CS x Cross-sectoral initiatives taken
across the marketing department
and co-creation

Made in Japan Quality
Global BPO

and more...

20



@ Bell 3. Co-creation:
System24 Marketing with Effective Use of VOC

Creating CX communication for maintaining good relationship with consumers

Bell TOPPAN

.. System24 Customer channels for sales promotion
and marketing

e XB N XAN0

WEB SNS MAIL  SHOP  APP

Realizing a modest push and enhancement of

value in all customer channels with a high level of
responses for CX and IT operation capabilities

A two-way marketing model that enables sustainable
achievements

CX customer channel VOC 0 w Building CDP/MA

Making effective use of IT tools to design experience @ 77 BrainPad

based on customer needs
' TREASURE
DATA

Cooperation
with partners

Management for

optimizing
human

resources

Building an infrastructure for customer communication by
organizing and integrating data

© BELLSYSTEM24, Inc.
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System24 Picture of Strategy to Widen Partnership Cooperation

NEW BPO

Take to the Next Level, Engage, and
Widen Your Voices of All of You

© BELLSYSTEM24, Inc.
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" 'System24 Human Capital Strategy

Building a company which attracts professionals and gives job satisfaction by investing in human capital
aggressively for working people and the environment, so as to achieve sustainable development.

Promoting personal development with career map

Setting more than
20 job categories

Wealth of career paths

Strategic development
and allocations

Evolving personnel system that supports
maximization of active participation

Revising compensation

Driving the conversion of
systems to secure

fixed-term contracts with

human resources, . o
. : o employees to indefinite-
including digital human
term contracts

resources
Market trends Strength/responsibility : -
Promoting D&l and health and productivity

* Respecting the diversity of workstyles * Maximizing the active participation of management further
» Shortage of professional human resources our workforce of 40,000 employees .
» Promoting good health for the era of people » Creating jobs for diverse human 77T workuith Pride

=
. i 7, . z
living to 100 resources Dhrsy £ ‘
e Growth opportunities for a wide BEr/ 5 2 Gol

Id R L
range of human resources

~kL
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Sustainability  Material Issues and Medium-term Targets

Important themes Risks, opportunities, and our material issues

Related SDGs

2025 target

® Enhancing corporate value by participating
proactively in solutions to social issues
4
Participating in local communities (Supporting
climate change mitigation and elimination of

disparities)
o

13 2aiine

O

B Reducing greenhouse gas
emissions by 30% from the 2019
level

® Clarifying corporate stance on human resources

® Increasing competitiveness by improving social
trust

® Improving the continuity of the business
foundations by increasing human capital

v

Diversity of human resources and their workstyles
Improved performance of human resources

16 FRELEE REE
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B With stakeholders, launching a new
initiative to support elimination of
disparities, mainly for children

B Increasing the amount of investment
in training by 10% from the current
level, thus increasing its ratio to
sales to 0.33%

B Increasing the female executive
ratio to 10% or higher and the
female manager ratio to 20% or
higher

® Increasing competitiveness by improving the
risk-related resilience of the overall company

v

Risk management sophistication

B Enhancing corporate value by
driving company-wide risk
management

B Overall management of risks by the
and
CRO

® Improving the ability to develop businesses in
various industries and of different scales, and
enhancing the use of technology
v
Innovation in business models (Evolution of the
revenue model)

B Achieving more sophisticated data
utilization

B Developing the NEW BPO areas

© BELLSYSTEM24, Inc.
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