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Responsibility to Customers

Social

The Mitsubishi Electric Group is committed to improving 
its technologies and services by applying creativity to all 
aspects of its business, to thereby enhance the quality 
of life in our society, as stated in our corporate mission. 
This commitment inherits the principles outlined in the 
Keys to Management (in Japanese, Keiei no Yotei) with 
regard to "our contribution to social prosperity," "quality 
improvement," and "customer satisfaction," and forms 
the basic spirit of our relationship with society and our 
customers.
To give concrete shape to this basic spirit, the Seven 

Guiding Principles define our actions in response 
to society and customers. It teaches us to establish 
relationships based on trust, provide the best products 
and services with unsurpassed quality, and respond to 
customer expectations through technology by promoting 
research and development and pioneering new markets.
Under these principles, we constantly strive to increase 
customer satisfaction and contribute to social prosperity 
in all aspects of our business, from the production of 
high-quality, easy-to-use products to our after-purchase 
support and response to major issues.

Basic Policy

Our commitment to quality, as referred to in the Seven 
Guiding Principles, is reflected in the Four Basic Quality 
Assurance Principles laid down as a means of realizing 
the corporate motto of "Service through Quality" adopted 

Particularly in regard to consumer products, Mitsubishi 
Electric is committed to preventing serious hazards that 
could result in death, injury, fire, or other damage, by 
subjecting all products to a quantitative risk assessment 
at the development stage, while also designing and 
developing products in consideration of their end-of-life 
management (to ensure safety even at the stage where 

in 1952. The spirit of serving society through steady 
quality continues to be upheld by each employee of the 
Mitsubishi Electric Group up to the present day.

products are prone to break or be discarded). At the 
same time, our Customer Service Center in Japan operates 
24 hours a day, 365 days a year, to assist customers and 
gather their views about Mitsubishi Electric products. 
Furthermore, we disclose accident information, including 
information on the status of ongoing investigations, on our 
Japanese official website.

Four Basic Quality Assurance Principles

< Four Basic Quality Assurance Principles >

1. Product quality is our top priority. It comes before price and on-time delivery.
2. Whatever the sacrifice, our commitment to quality does not waver.
3. Products must be safe to use, have a long usage life, and have consistent performance.
4. Every manager and employee involved in manufacturing a product shares equal responsibility for product quality.

< Product Safety-Related Principles >

1. We will not only comply with the laws related to product safety, but also work on offering safe and reliable 
products to our customers.

2. We will prevent product-related accidents by indicating cautions and warnings to help customers use our 
products safely.

3. We will work actively to collect information about product-related problems, disclose them appropriately to 
our customers, and report them quickly to the government and other bodies as required under the law.

4. If any serious accidents occur resulting from product-related problems, we will take appropriate measures to 
avoid further damage.

5. We will investigate the cause of product-related accidents and work to prevent any recurrence.
6. We will make continuous efforts to improve our product safety promotion system.

Based on the Corporate Statement and the Seven Guiding 
Principles, the Mitsubishi Electric Group promotes 

initiatives to ensure product safety under the following 
principles:

Product Safety-Related Principles 



76

About Mitsubishi Electric President's Message CSR at Mitsubishi Electric Governance Environment Social

President

General Manager 
of Business Group

Quality Assurance 
Manager

Business Group

Factory Manager

Quality Assurance 
Manager

Factory

General Manager 
of Business Group

Quality Assurance 
Manager

Business Group

Factory Manager

Quality Assurance 
Manager

Factory

Executive 
Officers’ Meeting

Head Office 
Liaison Committee

Corporate Quality 
Assurance Managers’ 

Committee

Individual quality improvement projects and activities

Corporate Quality Assurance 
Planning Departm

ent

Executive Officer in Charge 
of Quality Assurance

Promotion of Quality Assurance and Improvement Activities

Promotion of Quality Assurance and Improvement Activities

"Learning from Failure" (Database of past incidents and lessons)
This program is set up so that users can systematically browse 
and utilize lessons, precautions, improvement case studies, 
and countermeasures from a managerial perspective and the 
perspective of their technological field.

"Quality room" 

Entrance Inside the room

Based on the Four Basic Quality Assurance Principles, 
we have established a system for quality assurance and 
improvement activities throughout the entire Group, 
including the appointment of a quality assurance 
promotion manager in all business group headquarters. 
We have also formulated quality assurance guidelines 

to ensure compliance with quality assurance legislation 
and standards and further develop quality improvement 
activities.
Worldwide manufacturing bases take responsibility for the 
quality assurance of each product and are implementing 
concrete improvement measures.

Management System

The Mitsubishi Electric Group incorporates consideration 
for quality into products from the design and development 
stage, promotes activities to improve quality in all 
processes—including manufacturing, shipping and after-
sales service—and works to make ongoing improvements 
in product quality, safety and reliability.

We have also built a database for sharing quality-related 
information that is used by the entire company. It consists 
of information provided by prior employees on past 
problems, lessons learned, explanations, and examples 
of improvements that have been made, and it has 
proven effective in helping to build quality into products, 
implement quality improvement measures, prevent the 
occurrence or recurrence of problems, and train young 
engineers. Based on cases where there were problems, 
we also developed an e-learning tool called "Learning 
from Problems" and installed a "quality room" in each 
office for the display of actual quality defects found in 
products in the past, to supplement employee education.

Quality Improvement Activities
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VOICE  (In charge of quality improvement planning)

Shinji Mukai ( Quality Assurance Dept. Quality Assurance Div. Air Conditioning & Refrigeration System Works Mitsubishi 
Electric Corporation)

I oversee quality improvement planning in our manufacturing plant for air conditioning and 
industrial cooling and heating appliances. We have a "quality room" where defective items are 
shown to illustrate past quality issues and prevent recurrences. When we placed defective 
items from other plants on display, they were highly appreciated by many employees as 
providing a good reference for products manufactured in their own plants. Having employees 
regularly visit the quality room to see actual examples of defective items not only keeps past 
incidents from being forgotten, but also provides employees an opportunity to renew their 
commitment to quality. The quality room approach is also incorporated in quality education for 
new employees and mid-career hires.

Basic Policy
The Mitsubishi Electric Group engages in universal design 
under the principle of "creating user-friendly products 
and comfortable living environments that benefit as many 
people as possible." To achieve user-friendliness and 

comfortable living in the true sense of the words, we are 
committed to providing products and living environments 
that offer a high level of satisfaction to as many people as 
possible.

Providing Easy-to-Use Products

Universal Design that Provides Ease of Use
Universal Design is an approach that aims to create 
designs that can be used easily by as many people 
as possible. Mitsubishi Electric evaluates its products 
from many perspectives, considering whether they are 
simple and easy to understand, have easy-to-recognize 
displays and layouts, have been given sufficient ergonomic 
consideration in terms of comfortable posture and 
minimal physical load, and are safe and convenient. In this 
way, we strive to manufacture products that are easy to 
use and result in more comfortable lifestyles.
Imagining use by various people, we have continuously 
applied universal design and allowed it to evolve in the 
production of home appliances like air conditioners and 
televisions as well as products used by the general public, 
such as elevators. The "Uni & Eco" business strategy was 
introduced for home appliance products in fiscal 2005. 
In fiscal 2011, targeting expansion of the market to 
include elderly users in their 70s, we developed a series 
equipped with the "RakuRaku Assist" function."RakuRaku 
Assist" incorporates the latest convenience functions in 
a way that is fun and easy to use. A continuation of this 
is the "Smart Quality" initiative launched in fiscal 2013. 
Additionally, for elevators, we are developing voice-
activated operation and other functions for visually 
impaired users and users in wheelchairs.
The need for universal design has also grown in the 
industrial sector, a field traditionally characterized 

by professional workers who handle equipment. The 
working environment in this field has begun to change, 
with an increase in the number of older workers, foreign 
workers, and nonskilled laborers. In response to this 
situation, Mitsubishi Electric widely applies universal 
design principles to its industrial products, including 
factory automation (FA) equipment and electric power 
equipment, as well as to the installation and maintenance 
of such products on the shop floor.
In fiscal 2017, Mitsubishi Electric won two awards from 
the IAUD Awards 2016, organized by the International 
Association for Universal Design. The "Voice-activated 
drawing function that displays spoken words where 
a finger is traced onscreen" won a Silver Award in 
the category of Communication Design, and "Particle 
beam therapy treatment rooms that can be safely and 
comfortably used by both patients and operators" won 
a Silver Award in the category of Health Care & Welfare 
Design. In addition to these, Mitsubishi Electric received 
awards for a total of 7 products, including the "Raku 
Raku rice cooker application: Smartphone application 
for Mitsubishi Electric rice cookers with voice control" 
and "Creating audio Raku Raku Quick Guides for home 
appliances."
In fiscal 2018 as well, we will continue to sensibly and 
ingeniously apply universal design in the creation of 
products throughout our wide-ranging business domain.
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Universal Design Guidelines for Widespread Usability
To promote greater usability of our products by all 
users, including children, the elderly, and people with 
physical disabilities, we formulated guidelines grounded 
in surveys and research on changes that occur to human 
characteristics with age. The guidelines give consideration 
to these changes mainly in terms of the following three 
perspectives.

Large-character buttons & 
numerical indication of steps for use

Structure of the Universal Design Guidelines
1. Recognition: consideration for ease of understanding
2. Identification: consideration for ease of reading and/

or hearing
3. Physical use: consideration for comfortable posture 

and minimum physical load

Recognition Consideration for 
ease of understanding

E.g.)
Buttons with easy-to-understand functions
(Television remote control with record function)

Identi�cation
Consideration for ease of 
reading and/or hearing

E.g.)
Large characters easy even for 
aged persons to read

Physical use
Consideration for 
comfortable posture and 
minimum physical load

E.g.)
Easy-to-hold handle shape for each product

*Rovi, G-GUIDE, and the 
G-GUIDE logo are trademarks 
or registered trademarks of 
Rovi Corporation in the 
United States and/or its 
af�liates in Japan.

7.5 mm or more

Main characters/numbers

Power

Lower 
back

Lower 
back

Load-reducing 
grip

Conventional 
pistol grip 
handle

Vacuuming posture with 
extended lower back

Vacuuming posture with 
bent lower back

Load on lower back Minimal load on lower back

電源

The main functions are distinguished by large, noticeable buttons.

We have named 
the buttons after 
their functions
 (what the user 

wants to do)

The main functions are distinguished by large, noticeable buttons.

This Mitsubishi Electric product in Japan incorporates 
features such as large characters, visual and aural 
notification, and easy maintenance, which are three 

concepts of "revolutionary ease of use" based on Universal 
Design Guidelines.

"RakuRaku-IH" Cooking Heater (home appliance equipped with RakuRaku Assist)

Large characters & numerical indicators of steps for use

<Features>
 Characters are approximately 1.8* times the size of 
our conventional system.(Compared with Mitsubishi 
Electric's conventional model G38MS)
 Can be operated simply by pressing buttons in order 
of numbers displayed.

Safety sensor & audio support

<Features>
 Built-in sensor checks for people in vicinity.
 Offers audio support for ease of operation.

"RakuRaku-IH" Induction Heating Cooking heater CS-G20AKS

Safety sensor & 
audio support

Universal Design Examples to Date
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Printed to illustrate wiring groups

Text-based information display is easy to understand

Characters and displays are easy to read

Mitsubishi Electric's MELSEC L-Series general-purpose PLCs 
function as factory computers, and deliver the following 
three advantages to meet the needs of a wide variety of 
users, by delivering both the productivity improvements 
demanded by veteran workers and also the ease of use 
needed by less-experienced laborers.

 The terminal arrangement is printed to display wiring 
groups, for intuitive function display.
 The unit employs UD fonts, with large character display 
that is well contrasted from the background color, to 
prevent wiring errors.
 Text is displayed in English/Japanese on the LCD screen, 
making it easy for even less-experienced workers to 
deal with on-site trouble.

MELSEC L-Series Programmable Logic Controller (PLC) designed for use even by less-experienced workers
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VOICE  (In charge of universal design)

Yuka Yamazaki (UX Design Foundation Group Solutions Design Div. Industrial Design Center)

Observe the user, and think from their standpoint. This is what we abide by the most 
when developing products from the standpoint of universal design. We design products 
by incorporating usability evaluations and other scientific approaches while listening to 
people who will actually use the products. Each user is different, and the situations they use 
our products in, along with their intended purposes, differ from user to user. Based on our 
commitment to deliver usability suited to every individual, we aim to spread that usability 
to as many people as possible. We will continue to devote our efforts to the development 
of universal design, with hopes that our products also deliver happiness to large numbers of 
people.

Check sheet of UD-Checker Results sheet of UD-Checker

UD-Checker is a tool that can be used by both industrial 
designers and engineers to evaluate for universal design 
qualities. This tool shows four quantitative measures of 
universal design, indicating specific design aspects for 
development and improving the efficiency of product 

development.
The UD-Checker is used on a wide variety of Mitsubishi 
Electric products from home appliances and public 
equipment to industrial equipment.

"UD-Checker" Original System for Universal Design Evaluation

Under a campaign to provide first-rate instruction 
manuals, the Mitsubishi Electric Group is directing its 
efforts to creating easy-to-read and easy-to-understand 
instruction manuals to ensure the safe and comfortable 
use of our products. Forming the basis of this effort is 

Mitsubishi Electric's original "Guidelines for the creation 
of instruction manuals for home appliances—Instructions." 
To raise the quality level of instruction manuals, this 
handbook is distributed to all affiliates in Japan who 
handle home appliances.

Creating Easy-to-Understand Instruction Manuals
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このたびは三菱ルームエアコンをお買い求めいただきまして、まことにありがとう
ございます。
● ご使用の前に、この取扱説明書をよくお読みになり、正しくお使いください。
● 保証書は必ず「お買上げ日・販売店名」などの記入を確かめて、販売店から
お受取りください。

● 「取扱説明書」と「保証書」は大切に保存してください。
● お客さまご自身では据付けないでください。（安全や機能の確保ができません）

　この製品は、日本国内用に設計されていますので、国外では
使用できません。
また、アフターサービスもできません。
This appliance is designed for use in Japan only 
and can not be used in any other country.
No servicing is available outside of Japan.

MSZ-FL2816 MSZ-FL3616
MSZ-FL4016S MSZ-FL5616S
MSZ-FL6316S MSZ-FL7116S

エフエルエム   エス ゼット エフエルエム   エス ゼットエス エス 
形名

MSZ-FLV2816 MSZ-FLV3616S
MSZ-FLV4016S MSZ-FLV5616S
MSZ-FLV6316S MSZ-FLV7116S

エフエル ブイエム   エス ゼット エフエルブイエム   エス ゼットエス エス 三菱ルームエアコン
冷房・暖房兼用セパレート形（インバーター）

取 扱 説 明 書
INSTRUCTION MANUAL

使
い
か
た

お
手
入
れ

詳
し
く
知
り
た
い

困
っ
た
と
き
に

ご
使
用
の
前
に

風あて・風よけ・ムラなし
ムーブアイが人の位置を検知し、人を中心とした空調を行います。

押すごとに 解除 の順に設定が変わります。

押すごとに 解除 の順に設定が変わります。

を押す

風あて
風よけ
ムラなし

：人のいるエリアを中心に風を届けます。
：風あたりを少なくします。
：人のよくいるエリアを学習し、その生活エリアの温度ムラを
抑えます。

を押す

風よけ風あて

ムラなし

風あて・風よけ

ムラなし

● 体感を「切」に設定すると、風あて・風よけ・ムラなしは設定できません。
● 左右風向・上下風向を調節すると、風あて・風よけ・ムラなしは解除されます。
● 個別の体感温度コントロール

● 風あては、冷房では頭上、暖房では足元に向ける風向になり、直接体にはあたらないことがあります。
● 風よけを設定しても、風あたりが気になる場合は、左右風向・上下風向で風向をお好みに調節してください。
● 引越しやお部屋の模様替えをした場合、生活エリアをリセットしてください。
運転中にリモコンの　　　  を約5秒間長押しすると“ピピッ”と鳴り、生活エリアがリセットされます。

停止中にリモコンの　　　  を約3秒間長押しすると、お掃除アシストになります。

おしらせ

風あて・風よけ・ムラなしを選択した場合、左右風向・上下風向は自動
で働きます。

22ページ

21ページ
14ページ

※ご購入時の設定は風あてです。

・ 風あて設定時に2つの離れたエリアにいる人の体感温度に差があるときは、上下風向フラップの角度を自動で調整して風の強さを
変えることにより、個別の体感温度コントロールを行います。
・ 前後に隣接したエリアに人がいるときや3か所以上のエリアに人がいるときは、個別の体感温度コントロールを行いません。

13

使
い
か
た

早わかりガイド（基本操作）

運転を開始する

温度や除湿の強さを変える

運転を停止する

を押す

を押す

または運転モードボタン

を押す

26、27ページ運転の詳細は

を押して温度、除湿の強さを
調節する

押すごとに温度は0.5℃ずつ、除湿の強さは１段階ずつ
変わります。

除湿運転時、お部屋の温度はやや下がります。

を押したときは前回と同じ運転を行います。

＜冷房・暖房＞ ＜除湿＞
温度：16～31℃

設定できる範囲

除湿の強さ：

エアコンを使ってみる

（上ブタを開いた状態）

運転モード

設定温度

12

使
い
か
た

Quick Guide (Basic Operations)

web Instruction manual for Mitsubishi Electric Kirigamine FL Series room air conditioners: (Japanese only)

Our instruction manual for Mitsubishi Electric room air 
conditioners won the grand prize in the General Paper 
Manual Category of the Japan Manual Contest 2016, 
sponsored by the Japan Technical Communicators 
Association.
The Quick Guide (Basic Operations) was recognized for 
its large remote-control illustrations that provide an at-a-
glance understanding of which buttons to push, as well as 
large font sizes and ample margins that make explanations 
extremely easy to understand.

Example Instruction manual: Mitsubishi Electric Kirigamine FL Series room air conditioners

https://dl.mitsubishielectric.co.jp/dl/ldg/wink/ssl/wink_doc/m_contents/wink/RAC_IB/jg79d108h01.pdf


82

About Mitsubishi Electric President's Message CSR at Mitsubishi Electric Governance Environment Social

Flow of responses to customer inquiries

Basic Policy
Customer satisfaction has been a priority management 
principle of the Mitsubishi Electric Group since its 
founding in 1921. Inheriting this spirit, we will continue 
to make dedicated efforts to satisfy customer needs in 
all aspects of our business activities, from the creation of 
high-quality, easy-to-use products to our after-purchase 
support and response to major issues.
We collect feedback from our customers through 

customer satisfaction surveys as appropriate to 
the characteristics of each business operation, and 
incorporate customer opinions into improving product 
development, marketing strategies, and services.
We also strive to maintain customer satisfaction by 
strengthening our repair/service systems, providing 
effective staff training, and expanding access to 
information via our websites.

Increasing Customer Satisfactionf

CS Activities by the Home Appliances Group (in Japan)
The Living Environment & Digital Media Equipment Group 
handles matters related to home appliances and carries 
out customer satisfaction (CS) improvement activities in 
Japan. It makes sure that customers across the country 

are satisfied with the Mitsubishi Electric product they 
purchase, and strives to increase the number of such 
satisfied customers.

The CS Department at Mitsubishi Electric was established 
in Japan in July 1993. In addition to assuring product 
quality and optimum product usability and functionality, 
the department engages in CS improvement activities 
with strong awareness of the significance of customer 
satisfaction. Mitsubishi Electric quickly proceeded to 
create the necessary climate, systems and tools that 

would enhance its products, marketing strategies, and 
services.
Each works conducts satisfaction surveys of its major 
products using questionnaires to product purchasers and 
questionnaires to employee monitors. The results of these 
surveys are shared within the Group and reflected on 
sales and development strategies.

The Beginning of CS Activities Related to Home Appliances

Flow of responses to customer inquiries

Cu
st

om
er

Inquiry
concerning a 
purchasing 
matter

Customer Relations Center

Store
(distributor)

Works

Repair and
servicing
company

Inquiry concerning
request for
repair

Response

Response

Response

Request for repair

Request
for repair

Provision of product
knowledge

Feedback of
improvement

information
and technical

knowledge

Provision of inquiry
information

Provision of
repair
informationService

Call Center

Onsite
repair

Design

Quality

Manu-
facture

Walk-in
repair

Response
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Three Types of 
Customer Satisfaction

Products

Sales Service

Advertising

Consultation 
about purchasing

Purchase

Installation and 
use

Customer 
inquiries

Repair service

Disposal

During use

Enhance customer 
satisfaction

Increase number of 
repeat customers

End of 
product life

①

②

③

④

⑤

⑥

⑦

Before purchase

Customer Checkpoints

Responsibility to Customers

Customer Relations Center Repair Service Station

Service Call Center

Customer Checkpoints

●April 1999
Calls for on-site repairs are accepted 24 hours a day, 365 days a 
year, and repair services are dispatched 365 days a year

●October 1999
Online requests for shopping advice and consultations/requests 
concerning products are accepted

●March 2003
Online product registration service is made available to purchasers 
of Mitsubishi Electric products in Japan via the company's Official 
Web Site

A customer's selection, purchase, and use of a product 
involve a number of different departments, such as 
the development, manufacturing, sales, and service 
departments. Customer satisfaction cannot be achieved if 
a customer is discontent with any aspect of this process, 
or if there is any weakness in the departments concerned. 
Customer satisfaction increases in the following order.

◦Assurance...........  The customer is assured that the 
product is not flawed or defective

◦Contentment.....  The product satisfies the customer's 
needs and requirements

◦Emotion...............   The customer acquires a new value 
from the product

The ultimate form of customer satisfaction is achieved 
when a product exceeds customer expectations and 
provides an emotional benefit. The key to achieving 
customer satisfaction is to therefore assess and satisfy 
customer expectations.

Understanding Customer Satisfaction

To satisfy customer expectations, it is necessary to think 
of customers throughout the sales, service, development, 
and manufacturing stages, and to quickly detect and 
respond dynamically to signs of market changes. As one 
strategy to provide a response to customers in Japan 
when they require one, in October 1998, Mitsubishi 
Electric extended the service hours of its Japan Customer 
Relations Center to 24 hours a day, 365 days a year. 
Previously the center responded to inquiries concerning 
product usage only during daytime hours from Monday 
through Saturday except on holidays.
Today, the Customer Relations Center and Service Call 
Center operate 24 hours a day, 365 days a year.
The Technical Support Call Center, which responds to 
technical inquiries from distributors, and the Repair Service 
Station, the stronghold of repair services operated by 
Mitsubishi Electric System & Service Co., Ltd., also respond 

to inquiries 365 days a year (excluding some regions).
As the relations center receives a wide array of 
inquiries every year due to the diversification of product 
functionality, we are constantly reinforcing staff members, 
and are making consistent efforts to provide proper 
training.

Taking Calls 24 Hours a Day, 365 Days a Year
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Kirigamine FZ Series room air conditioner MSZ-FZ4017S
Airflow control that can adjust sensory temperature delivers optimum 
comfort to each user.
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46
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44

2014

41
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40

2016

80%
82% 83% 83%

39

Number of calls received by the home appliance 
customer service center and its response rate

(thousand calls / month) No. of calls Response rate*

* Rate of response to telephone inquiries received by the Customer Relations Center

（%）

Number of calls received by the home appliance customer service 
center and its response rate

The content and results of consultations and repair 
requests from customers and details of technical inquiries 
are sent as feedback to the manufacturing works at the 
end of each day. They are used to improve both products 
under production and development, and to provide repair 
information to distributors.

System of Reviewing Customers' Comments

Customer Relations Center
Customers' comments that are collected by the Customer 
Relations Center are entered into a database and 
analyzed in terms of trend, and the analysis results are 
regularly sent to relevant manufacturing plants, sales 
companies, and research institutes. Manufacturing plants 
and sales companies utilize this information in their 
ongoing efforts to improve existing products and to make 
websites, catalogs, and instruction manuals even easier to 
understand. Research institutes utilize the information to 
refine products that are under development. Particularly 
with respect to information that is obtained following 
the release of a new product, efforts are made to convey 
customers' expectations, wishes, and dissatisfactions 
regarding the new product to relevant departments in 
a timely manner, so they may review the feedback as 
quickly as possible.
At the same time, regular liaison meetings are held 
between each manufacturing plant and Customer 
Relations Center to identify medium-term issues that are 
brought to light by customers' comments and enhance 
their cooperation in collecting further information.

Manufacturing Plants
At Shizuoka Works, where Mitsubishi Electric 
manufactures air conditioners, quality improvement efforts 
are made by arranging opportunities for development 
engineers to personally hear the opinions of customers 
and provide feedback to their product development. More 
specifically, Shizuoka Works actively invites questions 
and comments from customers, or when a quality issue 
occurs that is thought to be of high technical difficulty, 
directly visits the customer's home to inspect the product 
installation environment.
There are many cases where customers' comments have 
benefited product development. With air conditioners, 
most inquiries are related to how to use the product and 
problems with cooling and heating functions. Therefore, 
direct visits are made to customers' homes to personally 
hear their inquiries, and such visits are used to improve 
product quality by reflecting the results in design criteria 
or incorporating them into measures for improving 
product control specifications.
As an example, our unique sensory temperature control 
was developed based on customers' comments, with 
some customers saying the air conditioner is too weak, 
and others saying it overcools. We looked into this issue 
and found that in addition to ambient temperature, 
humidity and floor temperature also affect sensory 
temperature. With regard to the noise of outdoor units, 
we found that not only the loudness but also the nature 
of the noise also makes a difference in how noise is 
actually heard, and thus incorporated this concept in our 
development evaluation criteria.
We will continue to refer to customers' opinions as 
we continue to accumulate a history of Kirigamine air 
conditioners.
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Responsibility to Customers

Information center

Mitsubishi Elevator and Escalator Safety Campaign

CS Activities by the Building Systems Group (in Japan)
The Building Systems Group handles elevators and 
escalators that provide vertical transportation within 
buildings and building management systems. By ensuring 
their safety and security and continuously delivering 
comfortable means of transportation and living spaces 
as indispensable social infrastructures on a global scale, 
we contribute to making society even more vibrant and 
affluent.
Under the slogan "Quality in Motion," the Building 
Systems Group continues its evolution toward making 

Mitsubishi Electric the top-quality brand on a global scale 
by achieving the highest quality for comfort, efficiency, 
safety, and environment in its overall business activities 
(sales, development, manufacturing, installation, and 
maintenance).
Even amid these rapidly changing times, we will draw on 
our advanced technologies, environmental expertise, and 
comprehensive strengths to earn our customers' trust and 
confidence.

Mitsubishi Electric Building Techno-Service, one of 
Mitsubishi Electric's group companies in Japan, specializes 
in the maintenance of elevators, escalators, and other 
such building facilities. This company's information centers 
provide a "safety hotline" for response in cases of trouble, 
such as failure signals and telephone calls from customers.
Mitsubishi Electric information centers situated in eight 
locations throughout the country constantly monitor 
remotely the status of contracted customers' building 
facilities. When an error signal is received, the system 
provides information on the current locations, works in 
progress, and even the technical levels of approximately 
6,000 engineers, so that the most appropriate engineer 
closest to the customer's building can be located and 
dispatched to the site immediately.
The system also supports the quick recovery of building 
functions, by taking actions such as e-mailing information 
on the history of repairs and other matters related to the 
building to the engineer, or processing urgent orders for 
parts.
Moreover, by monitoring changes in data on the 
operational status of elevators and air-conditioning 
facilities, we can detect and address abnormalities before 
they develop into a malfunction and prevent problems 
from occurring.

Elevators and escalators are used to transport a large and 
indefinite number of persons, so a high level of safety is 
imperative, and they are thus required to be equipped 
with various safety devices and functions.
At the same time, to ensure safe operation, it is necessary 
to maintain the functioning of elevators and escalators 
through regular maintenance and inspection, and for 
people to use them correctly.
Based on this awareness, Mitsubishi Electric Building 
Techno-Service not only performs maintenance and 
inspection as appropriate, but has also been holding a 
safety campaign since 1980 to increase understanding of 
the proper usage of elevators and escalators among users 
and to promote their safe usage.
We also hold explanatory meetings for users, to teach 
children, senior citizens, people with disabilities, and other 
such users the proper and safe way to ride elevators and 
escalators, as well as explanatory meetings for apartment 
and building owners and managers, with a focus on daily 
management methods and emergency responses. These 
meetings have been attended by more than 300,000 
people to date, and will continue to be held as an 
important safety activity of the Mitsubishi Electric Group.

24-hour, 365-day Safety Hotline 
Information Centers of Mitsubishi Electric Building 
Techno-Service Co., Ltd.

Mitsubishi Elevator and Escalator Safety Campaign
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Inazawa Works SOLAÉ Showroom

The showroom attached to the 173-meter-tall SOLAÉ elevator testing tower receives visitors from facility owners, 
design offices, and construction companies—as well as children from the local community—and having them see, 
feel, and experience actual products, the showroom communicates the safety and security of Mitsubishi Electric's 
products.
The elevator and escalator zone on the first floor introduces the history, safety systems, and latest technologies 
of elevators and escalators, and lets visitors experience the sense of speed of the world's fastest elevator* using 
computer graphics projected onto a huge monitor. The building management system zone on the second floor 
allows visitors to experience the latest entrance/exit control system.

* Installed in Shanghai Tower (based on internal research of elevators in operation as of March 2017)

SOLAÉ showroomSOLAÉ elevator testing tower
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Basic Policy Reporting Major Product Issues (in Japan)
In the event of an issue, we place top priority on not 
inconveniencing our customers, and take action based 
on a system that ensures prompt and accurate responses 
and measures.

A detailed list of information pertaining to important 
product-related and quality issues is posted on Mitsubishi 
Electric's Japanese-language official website.

Responding to Product-Related Issues

Policies for Notification and Information Collection, 
and the Repairs and Recalls of Products

Accident Reporting Based on the Consumer 
Product Safety Act

If we receive any report of a major issue occurring in a 
product that we have sold, we have a system in place 
that includes the top management to ensure quick and 
accurate decisions on the steps and measures to take, so 
that we can take proper action while placing top priority 
on not inconveniencing our customers. For recalls in 
particular, we work on an ongoing basis to ensure that 
all the relevant products that were sold are returned and 
repaired, and apply these efforts to a wide array of sales 
channels.
In Japan, we promptly release appropriate information on 
issues in consumer products, which directly and deeply 
affect consumers.

Detailed information on our compliance with Japan's 
revised Consumer Product Safety Act, which went into 
effect in May 2007, is available on Mitsubishi Electric's 
Japanese-language official website.
Under our policy regarding the disclosure of accident 
information, we also disclose information on cases that 
are under investigation.

NITE
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