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atisfying Customers with the Finest Quality
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Since its foundation, KOSE has focused its
passion on producing the best cosmetic prod-
ucts through total quality management from
the procurement of raw materials through to
manufacturing. In line with the core message
of the KOSE Quality Policy, established
in 2010, we are pursuing quality in both a
broad and deep sense.
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“Customer satisfaction is our priority.”
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KOSE offers good products with assured security and safety.
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KOSE provides accurate information to build
relationships of trust with customers.
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KOSE pursues attractive products and the highest quality.
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KOSE listens to customers and uses their opinions

to improve its products.

Quality assurance in the development process of new products sold by the KOSE Group
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Product Development
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Check with a variety of evaluation
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Deliberation on the product quality
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Post-launch quality assessment
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Laws and regulations,
patents, safety, antiseptic
and antifungal properties,
usability and sensory
assessment, efficacy,
planning of outer packages,
scale-up confirmation, and
stability assessment
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Product review
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Product review
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BHLIOMER
Review of customers' opinions
about the product
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Quality confirmation
(over time)

Mass production trail at a plant
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Assessment and confirmation at each step are conducted repeatedly by the Quality Assurance Department and the
Development Department to make adjustments and improvements to the process of development and production
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Confirmation at three-month
point after launch and later
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Our Policy on Assuring Safety of Cosmetics
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KOSE complies with laws and regulations governing

manufacturing and services.
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Efforts to assure quality in new product development
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When we conduct new product development
for cosmetics, we place safety as foremost
importance so they can be used with peace
of mind as cosmetics are applied directly to
the skin and hair . We repetitively review and
confirm each step from raw materials to the
packaging through our Quality Assurance
Department and Development Department
according to various quality standards, in-
cluding our uniquely strict safety standards.
We promptly share the information in the
data system throughout the company so that
it may be used to improve product quality
and services with the aim of enhancing cus-
tomer satisfaction and trust.
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The KOSE Group places product safety as its top priority and continues to promote the development
of cosmetic products (including quasi-drugs) under our policy of not conducting animal testing.
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The KOSE Group maintains a range of independent standards and relies on
the massive amounts of safety data accumulated through years of cosmetic
product development together with alternatives to animal testing and various
clinical tests on volunteer panels to ensure the safety of our cosmetic products.
We will continue to observe our policy of not conducting animal testing, in-
cluding testing entrusted to external parties, in the future development of our
cosmetic products.
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* This excludes instances where we are held responsible by society to evidence the safety of a product or where it is required by administrations in

particular countries.
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Our beauty advisors are the cornerstone of
contact with our customers to provide the
deepest sense of satisfaction in our custom-
ers. The KOSE beauty advisors are practicing
each day with the objective of responding to
and exceeding customer expectations with
thoughtfulness and knowledge in service of
customers through training while refining
skills such as their make-up techniques.

Honest support system for customers” demands
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KOSE has established a tight-knit coopera-
tive network related to quality assurance by
installing a Customer Service Center in our
Quality Assurance Department in an effort
to provide rapid and sincere support to our
customers. We are sincere in the services we
offer as a foundation of “attentive listening,”
“empathy,” “promptness,” and “trust” for the
inquires and feedback we receive. We endeav-
or to improve our adaptability through the
implementation of training and satisfaction
surveys. In addition, we actively share and
use product knowledge (various information
and assumed dialogue related to products and
promotions) even across other departments.

Responding to and exceeding customer expectations — Beauty advisors —

7RISR DO LI, 00 il S e ) O
BEAE T LIEABL, w22 es IR A D2
el B, AN B M AR A iR et S Ty
A DLW B WA AR S O
Fors, AE N LT I BRI T AT,

— Customer Service Center —
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*k Please see our website for details such as the Quality Assurance System.

System to gather opinions from an extensive range of customers
in order to incorporate them in products and services
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The feedback we receive from customers
is reported to the relevant departments as
a SMILE REPORT after collection in our
Smile Data System and connects to bettering
our products and services. One such example
is the addition of informative labels separated
by color according to feedback that the stop-
per is hard to identify in the Hydro Renew
Mist from the Stephen Knoll hair care brand.
Furthermore, we have launched the KOSE
Idea Box website, which invites customers to
provide feedback. Every month, product de-
velopment personnel present themes related
to beauty and cosmetics. We analyze the feed-
back from customers that is posted to under-
stand the frank needs that cannot be obtained
through mediums such as standard surveys
and utilize it in our product development.
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Environ-
ment

rotect the Global Environment
by Saving Resources and Energy
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KOSE is promoting environmental activities based
on the fundamental concepts of the ISO14001
international standards for environmental
management with an environmental working
group under the supervision of the CSR Pro-
motion Committee at the core.

Basic Environmental Policy 475t
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With consideration given to protecting biodiversity” and the environment, we are dedicated to saving resources and
energy, promoting recycling and reducing waste.
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We consistently promote the use of raw materials with less environmental impact and the research and development
of products also with less environmental impact.
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We comply with environmental laws and regulations and actively participate in social activities to protect the en-

vironment.
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We establish and improve organizations to promote and implement environmental conservation activities on a

continuing basis.
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We seek to raise the awareness of employees regarding the environment through education, publicity and other
programs on environmental conservation.
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*KOSE’s approach to biodiversity conservation: KOSE esteems the many benefits of biodiversity and regards environmental issues

facing the world today as our own issues.
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We are aware of the impact all of our busi-
ness activities from production to sales and
logistics have on the environment and active-
ly work to reduce this environmental bur-
den. We strive to understand three indexes
throughout our entire Group both in Japan
and overseas - CO:2 emissions, water usage,
and waste. Detailed data is published on our
website.

For the reduction of the environmental burden
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Efforts to reduce CO: in production departments
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We acquired the ISO14001 certification at all
of our factories based on our concern about
our environment impact. We are advanc-
ing energy savings in all maintenance and
production departments through measures
such as the implementation of co-generation
systems, sprinklers on the ceilings of factory
wings, heat resistant roofing, and blackout
curtains on windows.
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From Gunma factory, I operate an eco-friendly
cogeneration system using natural gas

Developing products taking

into account the environmental impact
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KOSE conduct products development and
revisions with consideration toward the envi-
ronmental impact by contents in our cosmet-
ics and packaging materials. We are working
to reduce negative environmental impact from
various angles, such as reducing the amount of
resin used in the packaging and making them
refillable, and stopping the use of microplastic
beads, which its negative impact to ocean
environment are pointed out, in contents and
have switched to using plant derived materials.
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Supply
chain

ractice of the CSR Supply Chain Management
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Cooperation with partners

is the foundation of our corporate activities
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KOSE has aimed for co-existence and co-pros-
perity management that focuses on a rela-
tionship with partners since its founding.
Cooperative relationships not only within
our company but also with all of our partners
are necessary to build products with stability
and safety at the forefront of our ideas for our
customers. We strive to strengthen wide-rang-
ing relationships with our partners both in
Japan and overseas for the smooth expansion
of corporate activities in the future.
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Sustainable procurement and logistic structure
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W are also furthering social and environmen-
tally friendly CSR procurement for our raw
materials. We are striving for mutual under-
standing with our suppliers and are exchang-
ing detailed information such as responses to
environmental and human rights issues as well
as proposals for new technology. In addition
to conducting joint delivery with other com-
panies in the same industry for our logistic
operations, we have simultaneously realized
the reduction of our environmental impact by
improving and rationalizing the quality of our
logistics operations by outsourcing the opera-
tions from 2011.
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High-quality and efficient logistics services
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“Co-existence and co-prosperity” with retailers
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The KOSE since its foundation has main-
tained a system of close cooperation with re-
tailers designed not only to provide them with
products but also to support their sales efforts,
for example, by sending KOSE’s beauty staff
out to stores and making proposals about
in-store display fixtures. We also provide
numerous seminars designed for retail shops
and their staff to acquire skills for “counseling
sales” in stores.
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Introductory training on brand characteristics
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