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MESSAGE TO  
SHAREHOLDERS AND INVESTORS

Takahito Tokita
Representative Director
CEO, CDXO

To realize Fujitsu’s Purpose, we will enhance  
our ability to stay in tune with global society,  
continue to make agile changes, and create value.

Empathy with Society as a Force to Change the Status Quo
This year the Fujitsu Group reformulated its corporate philosophy, the Fujitsu Way, setting out 

its Purpose, why Fujitsu exists in society, which is “to make the world more sustainable by 

building trust in society through innovation,” and providing a basis for the actions of each 

person in the Group.

While endeavoring to transform our business model, I have continued to contemplate what 

value only we as the Fujitsu Group can create. I came to believe that it was essential for each of 

the 130,000 Group employees to pose and answer this question themselves in order to achieve 

the transformation we are working toward. These deliberations led to repeated discussions with 

many people inside and outside the Company, which resulted in Our Purpose and the reformula-

tion of the Fujitsu Way.

Since becoming CEO in June 2019, I have been continuously impressed by the high abilities of 

Fujitsu Group employees, their outstanding technical capabilities, and the sincerity of their work 

in various situations. I do, however, feel that the efforts of employees tend to be focused too 

narrowly on the particular tasks before them. Such observations make me keen to encourage 

employees to grasp the broader implications of their work, based on empathy for social issues 

that lie ahead, beyond our immediate customers.

Our Purpose declares the Fujitsu Group’s commitment to society. At the same time, it is also  

a theme designed to cultivate the ability of every employee to broaden their horizons to a global 

society and to think beyond their own immediate work and have a greater sense of empathy 

with society. I ask each employee as a member of Fujitsu, a large group with sales of about ¥3.8 

trillion (in fiscal 2019) and about 130,000 employees, to have the will to make bold proposals 

for tackling issues facing society and to help lead major transformation. As a leader, I intend to 

integrate the will of employees as a driving force for transformation and medium- to long-term 

growth by communicating my vision on what the Fujitsu Group should aspire to be. 

COVID-19 Response That Emphasizes  
Prompt Management Decisions and Action
Looking back on the roughly 18 months since I became CEO, I am humbled by the magnitude of 

the impact of COVID-19 on society, the economy, and people’s lives. As CEO, I have a renewed 

sense of responsibility to protect the lives of employees and their families.

From the fall of 2019, we have held repeated discussions internally on the Group’s Purpose.  

In a sense, that helped us prepare for COVID-19, as we asked ourselves how we should realize Our 

Purpose “to make the world more sustainable by building trust in society through innovation.”  

In addition to ensuring the lives and safety of employees and their families, we were able to act 

swiftly to support customers who are at the forefront of preventing the spread of COVID-19, such 

as local governments and healthcare institutions. 

Of course, with hindsight, even more could have been done. As the situation evolved from 

moment to moment, however, in order to swiftly implement necessary measures, we made 
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Asking ourselves  
how we should realize Our Purpose  

helped us act swiftly to ensure the lives and  
safety of employees and their families,  

and to support customers.

prompt management decisions, took quick action, and as we did so, disseminated information 

about our response both inside and outside the Group. I think we did the best possible under 

difficult circumstances.  As a related issue, the Board of Directors’ meetings held since March 

have switched to a remote format; our decision making was supported by the same intense 

discussions and exchanges of opinions  on our COVID-19 response and business continuity as 

at face-to-face meetings, led by Mr. Atsushi Abe, the Chairman of the Board of Directors. 

A Shift in Values Caused by the Pandemic
The reason why the impact of COVID-19 is so great is that the infection is still spreading all over 

the world, including Japan. What I see as more significant from a medium- to long-term perspec-

tive is that social changes that were expected to emerge gradually in the next two to three years 

have been forced by the outbreak of the pandemic to take place within two to three months. I 

believe that this is causing a shift in values, and that our everyday and work lives, as reflected in 

corporate management, are undergoing rapid changes.

Remote working, introduced by many companies of all sizes to prevent the spread of 

the virus, was rapidly adopted at levels that would have taken years without such a crisis. 

COVID-19 is not only prompting reviews of individual workstyles but also changes in ap-

proaches to the management of human resources, organizations and customer relation-

ships, the rethinking of supply chains and business portfolios, and the restructuring of 

business models. Such developments look sure to gather steam in the future. That sug-

gests the possibility of an even greater need for innovative services and business process 

transformation, making full use of digital technology and data—that is, “digital transfor-

mation (DX).” Growing DX momentum points to growth in businesses that support it.

Creating Value for Customers with “For Growth” and “For Stability”
In the Management Direction announced in July 2020, the Group expressed its determination  

to deliver value to customers in the two business areas of “For Growth,” which contributes to 

business growth of customers, and “For Stability,” which contributes to the stable operation 

of customers’ businesses.  “For Growth” encompasses such areas as DX, which aims for the 

creation of new businesses and business process transformation that utilizes digital technology 

and data, and “modernization,” which replaces and upgrades conventional IT systems with 

cloud-based services. “For Stability” covers “traditional IT services,” which are at this point the 

mainstay of the Group’s earnings. By creating value in ways unique to Fujitsu in the two business 

domains of “For Growth” and “For Stability,” we aim to achieve our fiscal 2023 financial goals  

of revenue of ¥3.5 trillion and an operating profit margin of 10% in Technology Solutions.* To 

achieve Our Purpose, we are working on four priority areas in value creation.
* New segment classification. See page 37 for more information on segment changes.

Rebuilding Our Global Business Strategy
Structural reforms in our business in Europe, underway since 2018, have been making progress. 

As a result, overseas business rebounded, achieving operating profit in the fiscal year ended 

March 31, 2020. In addition, the level of communication between each regional head and Fujitsu 

headquarters has been increasing. At this point, however, we have not yet turned the corner 

toward growth, and frankly, we recognize that rebuilding our global business is the most chal-

lenging of the four priority issues.

Being a global company is part of the Fujitsu Group’s identity, and the diversity of talent and 

networks gained from global business operations are also the source of our resilience and robust 

management capital. We will continue to rebuild our global business strategy  in order to 

fulfill Our Purpose by providing services unique to Fujitsu globally.

Strengthening Issue Resolution Capability in Japan
In the Japanese market, where the Group has established a leading position, we are vigorously 

promoting “For Growth” in order to further bolster that position. There are a number of Japan-

specific factors that we need to address in market segments including local government, educa-

tion, healthcare, and private-sector demand among medium-sized enterprises. Proposals must 

be tailored to meet their unique situations, including the current state of IT systems and legal 

and regulatory trends. With the aim of meeting these needs and expanding business, on Octo-

ber 1, we launched Fujitsu Japan Limited, a new company responsible for business in Japan.  

In tandem with this, we plan to optimize the roles and systems of domestic Group companies.

Contributing to Greater Business Stability
We are continuing to reinforce our delivery system. The “Japan Global Gateway,” established for 

the Japanese market in 2020, is an example of a new initiative in this area. We established the 

Gateway organization to further expand the use of our Global Delivery Centers that offer efficient 

development and support services through globally standardized processes. The Gateway organi-

zation analyzes the distinctive needs of Japanese customers and specific requirements of indi-

vidual projects and streamlines them into tasks workable in standardized processes. Incorporat-

ing competitors’ best practices, we will expand remote support and standardization to enhance 

the quality and speed with which we deliver services to customers and raise the profitability of 

existing IT services business.

Becoming Our Customers’ Best Partner in Digital Transformation
Regarding business that supports our customers’ DX, Ridgelinez, a new company that we had 

been developing since last year, started operations in April 2020, providing one-stop support for 

customers’ DX from consulting to implementation of advanced technology. Ridgelinez is one 

example that embodies Fujitsu’s transformation into a DX company. Under a new culture distinct 

from that at Fujitsu, Ridgelinez has established its own structures and in-house systems. I am 

looking forward for Ridgelinez to work on DX with a freedom of thinking  that demonstrates 

flexibility and agility.

We are also working to build an ecosystem that supports DX through M&As and investments in 

venture companies.  For example, in light of the now widespread view that data will be the 

“new oil” of the global economy, we are collaborating with companies that have advanced soft-

ware platforms for data analysis. By doing so, we are keen to create new markets that did not 

exist before and establish a competitive advantage in them. In another initiative, we have started 

a joint project aiming to create a payment coordination platform that enables exchange of the 

value of multiple companies in different industries in the form of digital currencies and points. 

COVID-19 response  
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These initiatives mark the start of our challenge to open up a new market by developing unprec-

edented DX solutions, combining our powerful customer base in Japan and our relationships of 

trust with our customers with the platforms and data of external partners.

Promoting DX Internally
We are also accelerating transformation within the Group to create new value. We are creating a 

“data-driven management” system that accumulates and analyzes various management-related 

data in a timely manner with a view to utilizing such information for decision making; we have 

launched an ambitious Companywide DX project  in which all divisions participate; and we are 

formulating a marketing strategy  that utilizes customer feedback in real time. We are also 

promoting measures to facilitate internal transformation, such as the “Work Life Shift” cam-

paign,  which reimagines the role of offices and workstyles for the “new normal” era. 

We took the deliberate decision to come up with a series of measures in quick-fire succession. 

In order to realize the essential changes that pave the way for the Fujitsu Group’s future, it is not 

enough to gradually address some of the problems that are visible on the surface. I believe we 

need to change everything, including the surroundings and the foundations. 

The effect of the talent we acquired as members of the executive team in fiscal 2020 to 

accelerate transformation has been more than I had expected. They bring new insights to the 

Group, underpinned by their wide range of knowledge and experience, including global best 

practices, and act as “influencers” within the Group. The “Fujitsu native” executives, including 

myself, have been greatly inspired. I believe this has helped us overcome groupthink—the inter-

nal logic and tacit understanding that hinders change.

Commitment to Transformation Expressed in Non-Financial Indicators
Recently, I have come to think that the ability required for the Group to succeed in the future 

could be described as “agile change.”  A rigid body bound by rules and policies, such as a 

structure consisting of steel frames bolted tightly together, cannot move. Of course, without 

tightening the bolts, the structure will not hold up. But if there are too many bolts, it becomes 

difficult to remove them; it is impossible to change the structure. With that in mind, I believe 

what we need is the ability to swiftly and accurately grasp evolving situations and fine-tune our 

trajectory while moving toward our goal.

In the management policy announced in July 2020, we included non-financial management 

indicators alongside financial indicators  as a way to facilitate “agile change.” Our aim is to 

create value by swiftly and accurately grasping changes in important factors for the Group and 

reflect them in management. To achieve that, we are targeting customer Net Promoter Score 

(NPS), which shows the trust of our customers, and “employee engagement,” which shows the 

enthusiasm of employees toward their work and a sense of belonging to the organization. 

Looking back on my own experience of servicing customers as a system engineer, I believe 

that customer NPS and employee engagement are meaningful indicators. Customer satisfaction 

with the IT system that is finally completed and the motivation of colleagues working together 

go beyond the success or failure of a single project. They are directly linked to the reputation of 

the entire Group. And the added value and competitive advantage accrued by such reputation 

are reflected in financial indicators such as revenue and profit. In short, financial performance 

and non-financial performance are two essential wheels for sustainable value creation and,  

in turn, for us to achieve Our Purpose.

We have just begun data collection and analysis, and set non-financial indicators without 

presenting specific numerical targets. There may be criticism that such a move is not convinc-

ing. We also recognize that we will have to clarify the correlation between the non-financial 

indicators and the seven priority issues we promote under the banner of Global Responsible 

Business (GRB),  which the Fujitsu Group is working on as a responsible global company. We 

have decided, however, that it is important to express our commitment to change and dem-

onstrate data-driven management as we practice it, even if it may appear hasty. Going 

forward, we hope to deepen our understanding of the factors and initiatives that contribute 

to the value creation of the Group through global data collection and analysis, and utilize 

them in dialogue with stakeholders. 

I find great encouragement in having more opportunities to come into direct contact with the 

strong interest of employees in the future of the Fujitsu Group, thanks to our improving internal 

communications infrastructure. I would like to see their interest to bring about changes in their 

actions in a way that our customers also appreciate, and that all stakeholders, including share-

holders and investors, realize that the Fujitsu Group has evolved through such change. 

By drawing the future of our customers and society from new perspectives and creating value 

through “agile management,” we are determined to strive for the sustainable growth of the 

Fujitsu Group and the realization of Our Purpose. I hope you will join me in looking forward to the 

continuing changes in the Fujitsu Group.

I believe what we need is the ability  
to swiftly and accurately grasp  

evolving situations and fine-tune our trajectory  
while moving toward our goal.
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Management Indicators

Revenue  
(¥3.5 trillion*)

Operating  
profit margin  

(10%*)

EPS

Customer  
NPS

Employee  
engagement

* For the fiscal year ending March 31, 2023 in Technology Solutions 

Takahito Tokita
Representative Director
CEO, CDXO

LETTER FROM THE MANAGEMENT     MESSAGE TO SHAREHOLDERS AND INVESTORS

06 07Fujitsu Group  Integrated Report 2020 Fujitsu Group  Integrated Report 2020

FU
JITSU

 GRO
U

P O
VERVIEW

SPECIAL FEATU
RE

SU
STAIN

ABILITY M
AN

AGEM
EN

T
CO

RPO
RATE GO

VERN
AN

CE
REVIEW

 O
F O

PERATIO
N

S
LETTER FRO

M
 TH

E M
AN

AGEM
EN

T

https://www.fujitsu.com/global/documents/about/ir/library/integratedrep/IntegratedReport2020-09.pdf
https://www.fujitsu.com/global/documents/about/ir/library/integratedrep/IntegratedReport2020-09.pdf
https://www.fujitsu.com/global/documents/about/ir/library/integratedrep/IntegratedReport2020-09.pdf
https://www.fujitsu.com/global/documents/about/ir/library/integratedrep/IntegratedReport2020-09.pdf
https://www.fujitsu.com/global/documents/about/ir/library/integratedrep/IntegratedReport2020-09.pdf
https://www.fujitsu.com/global/documents/about/ir/library/integratedrep/IntegratedReport2020-11.pdf

