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+ In this document, consumer affairs consultation information registered with PIO-NET is current as of March 31, 2019.

+ With regard to consumer affairs consultation information registered with PIO-NET, it will take a certain amount of time from accepting consultations at local consumer affairs centers to
registering the consolations, so the number of consultations in this document may increase slightly in the future.

+ M.T. in the attitude survey means the ratio that is calculated by dividing the total number of responses with the number of respondents (N). In questions with multiple answers, this value
typically exceeds 100%.




[Report to the Diet based on the Consumer Safety Act]

Part 2 Chapter 1 Section 1 Results of information gathering and analysis on consumer accidents

- |
O The number of consumer accidents reported to the Consumer Affairs Agency in FY2018 was 11,616. The breakdown is 2,695 life or health-related accidents
and 8,921 property-related cases.

O In relation to property-related cases, 12 awareness raising alerts were issued for billing fraud and tactics for raising temptation to make easy money by
disclosing the names of businesses.

Consumer accidents reported to the Consumer Affairs Agency under the Consumer Safety Act Property-related cases with awareness raising alerts under the provisions of the Consumer Safety Act (FY2018)

(Cases)
15,000
12,078 12,282 10052 11,616 Contacting consumers through social media by using well-
§ 34 : T fiis . known company names, and demanding cash payments
10,000 - 3 Billing fraud (2 cases . ’ . .
:&‘:::V g ( ) telling consumers that they have unpaid fees for paid
cases: 8,921 content.
5,000 F cases
\ \ Liteor Declaring "Make money just by tapping your smart phone,"
: N | health- where clients use PDF files (information sales) that contain
2014 2015 2016 2017 2018 :l;i‘:m know-how on buying cheap goods to sell at higher prices.
(FY) 2,695 cases However, making a profit on the price paid is difficult.

|l Serious injuries Life or health-related accidents, except serious injuries [ Property-related cases |

(Note) The number of consumer accidents reported by the heads of government institutes, prefectural governors,
mayors of municipalities and the head of the National Consumer Affairs Center to the Consumer Affairs Agency Tactics for raising

der th isions in the C Safety Act. .
under the provisions in onsumer Safety temptation to make easy

money (8 cases)

Advertising stating that you can earn crypto-assets (virtual
currency) every month, using special application software
that is sold. In reality, not everyone can earn money easily
through this scheme.

The details of life or health-related accidents (serious injuries)

(s,assgg) Declaring "Anyone can get ¥10,000 in 1 minute!," in which
one can gain rewards by answering questionnaires. In reality,
rewards cannot be received through this scheme.

1,000 -
Among life or health- Calling something "Rental Owner agreements," where a
related accidents, Delayed fulfillment of contract is formed for.selling processed agri.cultural prc?du.cts
500 - about 80% of serious L to customers and buying them back at the time of expiration
.. obligations (1 case) .
injuries were “fire.” of the contract. However, the payment for buying them back
is delayed at the time of expiration.
0
2018 (FY) . Declaring "This branded product is new and directly from
& Fire Fall, toppling, instability Selling fake brand-name the factory," where famous brand's winter clothes are sold,
[ Trafficaccidents [ Others products (1 case) but none of the clothes are genuine.

(Note) The number of life or health-related accidents (serious injuries) in consumer
accidents reported to the Consumer Affairs Agency under the Consumer Safety Act.




Part 2 Chapter 1 Section 3 Overview of consumer affairs consultationsin 2018

O "Goods in general" stood out in the number of consultations for products and services (245,000 cases), due to a sudden increase in

consultations regarding billing fraud.
O Payment per consultation was highest (¥1,192,000) in financial & insurance services.

IZETINAN The number of consumer affairs consultations and average payments made by product/service type (2018)

(Cases in 10,000s)
25
Goods in
genera[ 245,000 cases
— Communications Other goods
20 services
2 § Management & storage —
o § Services in general
s § Other administrative services
1 N . . ) )
= 154 Educational & leisure goods Educational services
w0 N - .
L \ Foodstuffs Dry Cleaning ————
N " . . .
S § — Rental, lease & lending Piecework, side work & pyramid schemes
N . .
G § — Other services Transport services
I ] .
T, 10 § Clothing items Repair & maintenance
Qo § Utili
. o . : ility-related goods
= | Financial & insurance services Health-care & welfare services ot Y at g
) B IpEEessioney ; er consuttations
> y JInsuranc Health-care & sanitary goods Vehicl
B ehicles
5 —1{ Deposits & investment products. etc. |4 Household goods
S\a?; ggg;qirg:-;j'.%gmg- + .ﬁiﬁ%ﬂ%’gém & Educational & leisure services
NS 3335833+ 3 3335
\ s o e ® & 0 0 0 .. e e 0 0 00
33EIR. ] Work, construction & |.*Lahd, buildings 8- e
>4 Ay ........ o .' '. 'l .. ...... EEn
L 33 : processing teseersfalililids eteele . i
Y Y Y
0.7 3.8 119.2 101.1 91.6 Average payments made (¥ 10,000s)
(Notes) 1. Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).
2. The vertical axis means the number of consultations by product category. The product categories' widths in the horizontal axis means average payments made.
3. Product categories are arranged in descending order of the number of consultations.
4. Average payments made are calculated by the Consumer Affairs Agency, assuming that the payment is zero in cases with "No answer (No input)."
5."Transport & communications services" are divided into "Transport services" and "Communications services" in the figure.
6. The breakdown of "Financial & insurance services" is "Financing", "Deposits & investment products, etc.", and "Insurance”, and shows the number of these categories'
proportions. It does not show the breakdown of average payments made. The average payments made in "Financial & insurance services" are ¥115,000 for "Financing’,
¥3,919,000 for "Deposits & investment products, etc.", and ¥471,000 for "Insurance.”




Part 2 Chapter 1 Section 4 Consumer issues which are now attracting attention

O Consultations related to natural disasters increased after they occurred, such as "l cannot accept expensive renovation

fees for my partially destroyed house" and "I received a suspicious e-mail that asks for donations."

O Consultations related to social media increased in all age groups.

IFETIRIR Consumer affairs consultations on natural disasters

2009 2010 2011 2012 2013 2014 2015 2016 2017 201 8)
(Year

(Note) Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).

(Cases)
25,000
21,063~ March 2011
20.000 - Great East Japan
’ Earthquake June 2018
Earthquake centering
north Osaka
July 2018
Heavy downpour in July 2018
15,000 - September 2018
2018 Typhoon Jebi
2018 Hokkaido Eastern
Iburi Earthquake
10,000 - April 2016
Kumamoto
Earthquake
6,301
5,000

Consumer affairs consultations that have some connection to social media and the percentage by age

(Cases)
18,000

16,000

14,000

12,000

10,000

8,000

6,000

4,000

2,000

2014 2015 2016 2017 2018

(Year)
@ Under 20 years 20s 0 30s & 40s B 50s
B 60s [0 70 years & over [ No answer (No input)

(Note) Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).




Part 2 Chapter 1 Section 4 Consumer issues which are now attracting attention

O The number of consultations on crypto-assets (virtual currency) in 2018 was 1.7 times higher than in 2017, which saw a sudden increase for

consultations.

O The number of consultations on "information for sale" sold on the Internet as know-how on making money was approximately 9,000

cases in 2018, which is 10 times higher than 5 years ago.

The number of consumer affairs consultations on "crypto-assets (virtual currency)”

[Figure 8]

(Cases)

4,000

| [@ Cases involving people 65 years & over

3,500 -

3,000

2,500

2,000

1,500

1,000

500

(Note) Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).

Consumer affairs consultations on "information for sale"

(Cases)

10,000

9,000

8,000

7,000

6,000

5,000

4,000

3,000

2,000

1,000

2013

2014

2015

2016

2017

2018
(Year)

(Note) Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).




Part 2 Chapter 1 Section 5 Experience for consumer harm and problems and estimation of harm and problem value

O Consumer harm and problem value in 2018 was estimated to be about ¥6.1 trillion (payments made (including credit granted)).

O Both the average contract/purchase value and average payment made per consumer affairs consultation increased.

IFE0CIN Estimated results of consumer harm and problems value ALY Average contract/purchase value and average payments made
8 8
N . . (¥10,000s) Average contract/purchase value
The estimation of consumer harm and problem value is the economic loss scale of harm and problems 250 TR
which are recognized by consumers as consumer harm and problems, shown as payments for products 222;1__,; 017
- 19227 Yo
and services. o .
200 4 g5 T3
1525 1508 W70 &
L M43 1387 7 37
150 = 1253 1227 l;'__]%{]l&g 11’72
2014 2015 2016 2017 2018 "2 W g 1047 1061”2
100 Toer msy e e
Contract/burchase value About ¥7.8 | About¥7.4 | About¥5.9 | About¥6.4 | About ¥7.2 <0 .

P trillion trillion trillion trillion trillion 50 |- 1094
Payments made (including | About ¥6.7 About ¥6.7 About ¥5.2 About ¥5.3 About ¥6.1 0 ' ' ' ' ' ' ' ' '
credit granted) * trillion trillion trillion trillion trillion 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

(Year)
About ¥5.5 About ¥6.0 About ¥4.7 About ¥5.0 | About ¥6.0
Payments made . . . . .
trillion trillion trillion trillion trillion
(¥10,000s) Average payments made
*"Payments made (including credit granted)" are the sum of payments made and future payments with credit cards, etc. 160
140 - 1362 1367
(Notes) 1. Consumer harm and problem value is the total expenses for products and services related to consumer harm and problems. K aluinh N 1158

2.The estimated amount is obtained by multiplying the population over 15 with the probability of occurrence of consumer harm & 120 - /' \’ ’
problems obtained from the results of "Basic Survey on Consumer Life", then multiplying the obtained amount with the average 100 | ¢ \\ 89.4
amount per instance of harm and problems calculated from consumer affairs consultation information, then adding the amount 108.2 v 812 750 »
estimated as potential harm for elderly people, and correcting the amount obtained. 80 624 67.9 50.6 .. o 662 695 693, ’

3. "Probability of occurrence” is estimated from the results of collected answers to the question in the Basic Survey on Consumer Life; 60 | 53.2 9: 522 AL Stk alnieh 4 505
"We would like to ask you about products you bought or services you used in the last year. Did you experience the following cases in ol 433 397 420 Q8| o
the last year?” We asked the said question with regard to the following cases. 40 - .4:4 465 < Weeem. - a-ala
(@ Had Safety or health problems (e.g., injury, illness); @ Function/quality of goods or service quality was worse than expected; @ They demanded 20 | 391 ’ 36 386 310 286 305 308 | 315
payment significantly higher than expected; @ Labelling and advertisements were significantly different from actual products and services; ® | 0 | | | | | | | | |u
signed a contract or made a purchase owing to problematic sales methods or pitches; @ | encountered problems owing to troubles found in the
contract & cancellation; @ | fell victim to fraud and paid (or promised to pay) money to a business; @ Other consumer harm experiences. 2009 2010 2011 2012 2013 2014 2015 2016 201 7(Y2018 )

4.The average amount was calculated based on consumer affairs consultation information in each year (registered consultations by éar
January 31 next year). —e— Total ---- 65years&over --m-- Under 65 years

5. Note that the awareness survey used for this estimation is based on consumer awareness, so perspectives on consumer harm and
problems are different depending on the respondent, and the attitude survey includes errors due to its nature. (Note) Consumer affairs consultation information registered with PIO-

NET (as of March 31, 2019).




Part 1 Chapter 1 Section 1 Changes in the environment that surrounds consumers and consumer issues
- Trends in household consumption -

O Household consumption accounts for 50% in GDP, but consumption expenditure's growth remains low.
O In the household consumption's breakdown, payments for services are increasing, and communication

expenses saw a significant increase in particular.

IEITENENR Percentage of household consumption in nominal gross domestic product (GDP) (2018)
Nominal gross domestic product (GDP): ¥548.9 trillion

e
OO
OO IAA AN

Y

N
Public Investment Private Residential Investment

¥27.1 trillion ¥16.7 trillion
4.9% 3.0%
(Notes) 1. Based on the Cabinet Office, "National Accounts". 2nd preliminary estimates from Oct. to Dec. 2018
(released on March 8, 2019).
2."Others" is the Final Consumption Expenditure of Private Non-Profit Institutions Serving Households/
government consumption, change in private inventories, change in public inventories, and net export.
3. Percentages may not add up to 100 because of rounding.

Transition of household consumption growth in real gross domestic product (GDP) and comparison with other countries

(%)
10 T
|
I
I
8 |
! South Korea
I
6L i Average in G7
! countries
. ! (except Japan)
- I
|
I
2+ |
I
I
0 |
—=¢.

2000 2001 2002 2003 2004 2005 2006 2007 200812009 2010 2011 2012 2013 2014 2015 2016 2017 (Year)

I
1
|
i After the Consumer Affairs Agency and
! Consumer Commission were established
(Notes) 1. Based on the OECD stat.

2. Average in G7 countries (except Japan) is the simple average of growth rates in France, U.S.,

U.K., Germany, ltaly, and Canada.

Transition of household final consumption expenditure by target category compared to 1994

(1994=100)

450

400

350

300

250

200

150

100

50

| | | | | | | | | | | | |

| | | | | |

+— Communication

equipment &

[ Furniture, household
housework services

/— Health-care & medical
treatment

7 L— Entertainment, leisure &

culture
L— House, electricity,
gas & water

L~ Alcoholic beverages
& cigarettes

N Clothing & footwear

0 1 } 1 | |
1994 1995 1996 1997 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008;2009 2010 2011 2012 2013 2014 2015 2016 2017 )
i (Year

1
| After the Consumer Affairs Agency and Consumer Commission were
! established

= Food &non-alcohol beverages ~ —#— Alcoholic beverages & cigarettes = Clothing & footwear
++@+ Fumniture, household equipment & housework services Health-care & medical treatment
=O= Communication == Entertainment, leisure & culture Education

—&— House, electricity, gas & water
«0+ Transportation
== Restaurant & accommodation

=== Other

(Notes) 1. Based on the Cabinet Office, "National Accounts".
2. Expenditures were indexed with each category's expenditure in 1994 as 100.




Feature

Part 1 Chapter 1 Section 2 Changes of social economic situations and consumer life @
- Progress of declining birthrate and aging population -

O Declining birthrate, aging population, and declining population will further progress and the number of people living in households will decrease.
O Consumer affairs consultations on elderly people increased. Consultations on "billing fraud" increased after 2017.

NN Transition in population in Japan

(Million people) (%)
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140 .
Future projections
i i3 | [ ] —
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80 25
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Year

| After the Consumer Affairs Agency and Consumer Commission were established

[ Population aged 0 to 14 Population aged 15 to Population aged 65
years (Left axis) 64 years (Left axis) years & over (Left axis)
—8— Population ratioaged 0 —4— Population aged 65 years

to 14 years (Right axis) & over (Right axis)

2

”“N%“"VV\“
SRRRRRERRERAAAE
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%%
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(Notes) 1. Based on the "Population Census Report" and "Population Estimates" by the Ministry of Internal
Affairs and Communications, and "Regional Population Projections for Japan (Estimation in 2017)"
by the National Institute of Population and Social Security Research. Medium birthrate (death)
projections were used for future projections.

2.Values are as of October 1in each year

IZETENEI) Consumer affairs consultations for elderly people

(1,000 cases)
400
E 65-69 years 70-74 years [ 75-79 years
350 - @ 80-84 years [ 85 years & over
300 -
250 |+
197 200
200, s 79 emgm  EmE
e EES [ |
1Oy B
st e e s
to0fl 2 L2
50 |+
2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
(Year)
(Notes) 1. Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).
2. Consultations by contracting persons who are 65 years & over.

1 | Goods in general 22,758 | Goods in general 15,444 | Goods in general 128,067

2 | Adult websites 12,156 | Digital content (general) 14,951 Digital content (general) | 15,341
Adult websites 11,662 | Fiber-optic lines 9,667
Fiber-optic lines 9,158 Other digital content 6,783

5 | Digital content (general)
Yelow  : Things related to the Interet - - Investment solcitation roubles - - Things related to debt

6,203 | Other digital content

(Notes) 1. Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).
2. Items are products keywords (sub-categories) used in PIO-NET.
3. Consultations by contracting persons who are 65 years & over.

IFENERER Highest numbers of consultations on product/service types by elderly people

Almost all
consultations
were on
billing fraud.




Part 1 Chapter 1 Section 2 Changes of social economic situations and consumer life @
Feature igitalizati
- Development of Digitalization -

O The growth of the e-commerce market is based on widespread use of the internet in consumer transactions .
O The percentage of "Goods” has increased in consumer affairs consultations related to "online shopping.”

Percentage of consumer affairs consultations on "online shopping” by product/service type

l&;)ods IServices (except digital content) | Digital content
/ / /L //
- — i T T T T
AETYNYAl The e-commerce (B to C) market size in Japan 5014 i B mg T
(sritions) e e
18 222222l 33454844 3433444 di2iiiidiiiisidll 33454844
16.5
L [ Carvicoc 74 604 |
16 | Services 74.6% | /
14 -
\ \:
- 2017
10 &\
I
8 -
6.1
6r 5.3 _
s N
4 \ | B L L L T 13y
2018 \\ Eaaaniaan
2 MW\
1 | 1 | [
0 0: 40 : 60 : 80 100
2006 2007 2008 2010 2011 2012 2013 2014 2015 2016 2017 ! ! - (%)
(Year) , ; Services 56.7%
After the Consumer Affairs A§ency and Consumer 1 1 1
Commission were establishe * * *
. . . Typical examples of goods: | | Typical examples of services Typical examples of digital content:
(Note) Based on the “Survey of Infrastructure Development Status for Data-driven Society in Japan “Health foods (except digital content): < Adult websites
(E-Commerce Market Survey)” by the Ministry of Economy, Trade and Industry. + Cosmetics + Sidework - Flight services || - Dating websites
+ Computer software « Concerts + Online games
(Notes) 1. Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).
2."Other consultations" is less than 0.05%, so it is not shown in the graph.
3. Percentages may not add up to 100 because of rounding.




Part 1 Chapter 1 Section 2 Changes of social economic situations and consumer life @
Feature L
- Progress of globalization -

O The size of cross-border e-commerce expanded. As consumers became able to easily make transactions with
businesses outside Japan, troubles related to them started to occur.

O As inbound travelers increased, their consumption also increased. The "Consumer Hotline for Tourists" was
established in the National Consumer Affairs Center of Japan in 2018.

RN LIl Cross-border e-commerce in Japan

(¥100 millions)
3,000

2,500

L [mu.s. @ china

2,000 Y
1,500
1,000
500
2013 2014 2015 2016 2017
(Year)

(Notes) 1. Based on the "Survey of Infrastructure Development Status for Data-driven Society in Japan
(E-Commerce Market Survey)” by the Ministry of Economy, Trade and Industry.
2. The total size of the cross-border B to C - EC (U.S./China) market with Japan

The number of complaints filed with Cross-border Consumer center Japan (CCJ) and percentage by age group

(Cases)
6,000 - @ Under 20 years 20s [@ 30s [ 40s __ 5,882 __

50s @ 60s [J70years & over [ Unknown

5,000 |
4,000

3,000

DO
bety 4% .|
b o :
OO0 3
I ST Tersess

se0é e +440
pREcey ) 85 11 2e3ee $34$4$40945404! $244
Fiiisevsianiteisee

2,000

1,000

3.1% 2.4% 1.8% 2.7% 2.9%
2014 2015 2016 2017 2018

(Notes) 1. Complaints filed with the CCJ from 2014 to 2018 (Searched on January 22, 2019).
2. The CCJ was closed from April to May in 2015, so the filing period was 2 months shorter than other years.
3. Percentages by age group may not add up to 100 because of rounding.

IZETWAN The number of inbound travelers and the amount of travel consumption

0
2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
(Year)

2003 2004 2005 2006 2007 2008

(10,000s people) (¥trillions)
3,500 : 5
|
|
l . 45
3.000 ! Travel consumption spent
’ ! by inbound travelers
i (Right axis) 4
|
2300 - | 3.5
i
! 3
2,000 - i
i 255
1,500 i
Inbound | 2
travelers i
1,000 (Left axis) ! 15
|
! 1
500 i
i 0.5
|
|
|
|
|
|

|
| After the Consumer Affairs Agency and
Consumer Commission were established

(Notes) 1. The number of inbound travelers was based on Visitor Arrivals (chronological table) by the
Japan National Tourism Organization (JNTO). The value for 2018 is tentative. The values for
otheryears are confirmed.

2. Travel consumption spent by inbound travelers was based on the "Consumption Trend

Survey for Foreigners Visiting Japan" by the Japan Tourism Agency.
This does not include international passenger fares paid to Japanese flight companies and
shipping companies. The values are estimates.
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Part 1 Chapter 1 Section 3 Overview of consumer issues

O As social economic situations changed, consumer issues became diverse and complex. Fraudulent schemes' tactics became sophisticated.
consultations.

O The number of consumer affairs consultations in 2018 was 1,018,000 cases. It was over 1 million cases for the first time in 11 years.
O Consultations on billing fraud in 2018 was 258,000 cases. It was about 1.6 times higher than 2017, which saw a sudden increase of the

AEVCWZAN Transition of the number of consumer affairs consultations and change of consumer issues.

Feature

Consultations
on billing
frauds

Further increase oxoanu_ﬁmmmﬂﬂmtm T F
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vy ingiovins- S0 B
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%) s
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028

Faewell Incremse of rouble related b dishonest selemarketing ~ (22 &
- § M
Sudden increase of personal § N

bankruptcy, due to credit-card

Increased occurrence of ; P : 7 o~
delinquencies, in particular— & AN

harm due to multilevel
Large number of

(or multilevel-like) ~ 7 . . 7
Keti complaints on premium-— \ o
marketing rate telephone numbers §

7

Successive disclosure of real estate frauds 77 o
for selling waste land™ & )

After the Consumer Affairs Agency and Consumer
12 13 14 15 16 17 2018

Commission were established

—Collected “year” data

07 08 09 10

02 03 04 05 06

Collected “FY” data<

2000 01

2. From FY1984 to FY2006, "FY" data was collected in accordance with the "2018 Consumer Life Annual Report" by the National Consumer Affairs Center of Japan. "Year" data was collected from 2007 to 2018.

1. Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).
3."Billing fraud" is related to charges for payments you don't know. Collected from FY2000.

[@ Cases involving consultations

National debt pyramid scheme__ [7
o 0
Wa came into question at the Diet & 0
b -
Y= 7~
2 4>
" = Increasing occurrence of harm due to fraudulent 77
m M marketing by dishonest mortgage security companies & 0
< —
= L N7
= o Toyota Shoji incident (from around 1983)—& & o
c = <
= [ o
e
] | _ ! l _ ! _ L _ | e
O O O O O O O O O O O o o o
UL ¥ N ©O o0 Vv N O oo Vv < N
— N ~N (o] (o] — — — — —

(Notes) - With regard to the number of consumer affairs consultations

11

4. Collected the number of consultations handled by way of consumer affairs centers, etc. across Japan since 2007, excluding consultations made through consultation offices.

« Transition of consumer issues was made by the Consumer Affairs Agency. The graph shows representative consumer issues in each year.




Part 1 Chapter 2 Section 1 Establishment of the Consumer Affairs Agency and Consumer Commission

O As consumer issues became more diversified and complex, there were issues across multiple ministries and agencies and "niche area
cases" or accidents which do not fall in the jurisdiction of the other ministries, and it became difficult to deal with such situations.

O There was demand to establish a new organization which "leads the government with consumers as the leading actor", as the base for
the government's paradigm transformation. On September 1, 2009, the Consumer Affairs Agency and Consumer Commission were

establish

Issues and actions in consumer administration before the Consumer Affairs Agency was established

ed.

-

Issues to date %

1

+ Issues at receptions
+ Unclear contacts

+ Denied reception

+ Given the runaround

2:Issuesin

information sharing
Contact m Contact

3: Issues in
communica-
tion
4: Issues in assignment
and cooperation
Ministry A Ministry B
(Division) (Division)
5: Not (6 Flawed
enforcing 7\ authority
authority

“i i (niche area)

Businesses

\

After the Consumer Affairs
Agency was established

Establishing the unified consumer
consultation contact

I_‘

2. 3.
Integrating and analyzing

information

4.5.

Taking charge of laws close to
consumers

Corresponding to "niche area
cases" or an accident which does
not fall in the jurisdiction of the

other ministries in accordance
with the Consumer Safety Act, and
planning and drafting new laws

1.to 6.

Demanding recommendations
and measures to ministries and

agencies as the control tower of
consumer administration

(Source) Consumer Administration Promotion Council "Summary of the consumer administration promotion
meeting - Transformation to an administration which has consumers/citizens' perspectives - (June 2008)

IZEIERLAY Six principles shown in the summary of the Consumer Administration Promotion Council

Six principles that new organizations must meet

- A new organization was established as one that “leads the government with consumers as the leading actor” which
monitors policies in general from consumers’ perspectives.

+ The new enhancement of consumer administration provided safety and security to consumers and revitalized
industry activities at the same time.

+ The new organization should meet the six principles below.

(MUseful and clear
for customers

consumers/citizens’ side
- Realizing strong authority and responsibility, unified contacts, and unified

> + Symbol of transformation on the perspective from the manufacturers’ side to
information collection/spreading

+ Taking charge of a wide variety of issues related to “transactions,” “safety,” and
“labelling”

+ The control tower for consumer administration with functions including
unified contact, enforcement, and recommendation

- Taking charge of laws related to issues close to consumers and participating in
other laws

- Establishing new laws for taking actions against “niche area cases” or an
accident which does not fall in the jurisdiction of the other ministries and cross
functional issues across multiple regulation systems.

- Considering legal measures for rescuing victims, including paternal rights
actions and deprived illegal profits

@Consumers can
fully acknowledge
the merits

\/

. . * Quick actions for consultations and law enforcement
(3Quick actions > + Establishing an emergency countermeasure HQ and giving recommendations
in case of an emergency
@Securing - Securing wide “specialization” by using ministries and agencies and private
specialization specialists, as well as educating staff for “specialization.”
(®Securing - Establishing an organization that acts like a council and reflecting consumer
transparency voices in administration in the new organization, ministries and agencies
- Flexible and intelligent organization that exhibits strong leadership from
: consumers’ perspectives
@SGCUFI ng + Transferring authority to local governments and entrusting related institutions
efﬁcien(y with office work
+ Changing systems, capacities and budgets so that government organizations do

not become enlarged

(Source) Consumer Administration Promotion Council "Summary of the consumer administration promotion
meeting - Transformation to an administration which has consumers/citizens' perspectives -” (June 2008)
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date

O Since the Consumer Affairs Agency and Consumer Commission celebrate their 10th anniversary in September 2019,

we review the activities during the past decade from the six perspectives below.

(1) Unified consumer administration

(2) Enhancing local consumer
administration and establishing a

(3) Unified promotion of consumer
policies across ministries and
agencies

(4) Activities for realizing consumer
citizenship

(5) System for reflecting consumer
opinions in consumer policies

(6) Revitalizing industry activities as
well as consumption activities

consumer affairs consultation system

IA%:01:A) Basic framework for consumer administration

Slawnsuo)

Prime minister

Transferring part of authority to the Fair Trade
Commission and the Director-General of the

Proposal/
recommen-
dation, etc.

Minister of State for
Consumer Affairs and Food Safety

Consumer Commission

Consultations,

$32UJ0
011B3)NSUOD

(Note) Made by the Consumer Affairs Agency.

R P Olndependent thi el
roposals, |CIndependent third-party institution
9 &)"S S etc_p OProvides proposals and recommen-
§ Q_)”S 2 dations
i :
= N -
Advice ||z 20 5 Consumer Affairs Agency
2’3%‘1':&'8"11 & 52 S| Suppert | -Control tower and engine of consumer administration-
pa 8- c 3 Olntegrating, investigating and analyzing information
3 = 3 m OSpread information and raise awareness quickly
= n o) =4 OThe government as a whole working on body or
I - U health-related accidents that require emergency actions
= ODemanding measures to ministries and agencies
OActions against "niche area cases" or an accident which
\ / does not fall in the jurisdiction of the other ministries
N (recommendations, etc.)
(OTaking charge of and enforcing laws close to consumers
. 4 ) g charg g
Consultations/ Info. OPlanning and drafting cross-functional systems
complaints :
] Consumer Safety Investigation Commission

Olnvestigating causes of life or health-related accidents

Consumer Education Promotion Council

kODiscussing promotion of consumer education

\=

Incorporated Administrative Agency
National Consumer Affairs Center of Japan (NCAC)
-Central implementation institution-

OSupport/consultation, training, testing for prod-
ucts, collection/analysis/provision of consumer

complain, public relations, and ADR

- Z

Bureau of Economy, Trade and Industry

gu'\da
)
Proposals, etc. g
=l
Deranding messures™| =
emanding measure: L
recommendations, etc. % . ngsidpgrS]'ctéo n/ g
5 @,
> =
o ::
| — @ o
) (7))
Info. = Info.
0,
m
wn

Q?M}!va)
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date (1)
Feature - - : L
- Unified consumer administration: Establishing systems -

O Securing necessary budget for consumer administration's operation in severe financial situations.
O The number of regular staff members has become 1.8 times larger than it was in FY2009.

ENEWA) Transition of the Consumer Affairs Agency's budget AFETEYAN Transition of the number of regular staff members in the Consumer Affairs Agency
(¥ 100 millions) Totals in the frames (People)
200 400
[ Original B Special account for reconstruction £Zi Supplementary
180 I budget  from Great East Japan Earthquake ~ budget 363
169.2 350 | Approx. 346
160 1536 1.8 times 320
1504 1477) 144.8) 146.9 1446 301 o
140 b rrrrerr R 138.5 1 300 -
m ! 15.0: 120.5:
800 | 30 g e e TR
120 | 250
100 217
I 904 200 1222
80
150.0,
150
60 H
40 100 H
20
50 1
0 |
2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019
(FY) .
(Notes) 1. The total amount in each year is the total of the original budget, special account for 2009 2010 2011 2012 2013 2014 2015 2016 (ZEO1d7 ft2hmf|‘8 l2019)
reconstruction from Great East Japan Earthquake and supplementary budget. ndotthe hiscal year
2. The FY2008 only includes supplementary budget. (Note) Number of people at the end of each fiscal year.
The FY2019 is the total of original budget and special account for reconstruction from
Great East Japan Earthquake.
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date @
- Unified consumer administration: Taking charge of related laws and regulations -

O The Consumer Affairs Agency takes charge of laws that handle issues close to consumers.

O It reviews laws based on social/economic situations and enforces laws in accordance with the laws it takes charge of.

IRETCWEI) Establishment and revision of major laws after the Consumer Affairs Agency was established

/Consumer Safety Act )

ORevised in 2012:
(DEstablishing the Consumer Safety Investigation Commission
@Introduction of administrative measures against “niche area cases”
or an accident which does not fall in the jurisdiction of the other
ministries, which are related to consumers’ financial accidents
ORevised in 2014:
(DEstablishing “Watch-over Network”
(@Legally prescribe consumer affairs consultants and qualification
\_ examinations j

Act against Unjustifiable Premiums and
Misleading Representations

ORevised in June 2014:
(DEstablishing compliance systems regarding labelling

(@Enhancing monitoring/guidance systems
ORevised in November 2014: Introducing surcharge systems /

. A
Act on Consumer Policies
ORevised in 2012 *Legislation introduced by Diet members:
It became obligatory to submit the implementation status report of
consumer administration by the government to the Diet. )

Act on Specified Commercial Transactions

ORevised in 2012:
Adding door-to-door purchase as types of transactions subject
ORevised in 2016:
Enhancing measures against dishonest businesses
(New establishment of order for prohibition of business against
corporate executives who have been given business suspension

orders) /

[Consumer Contract Act

/Food Labelling Act

OEstablished in 2013
[Purpose] Unifying systems related to food labelling

ORevised in 2018: Making it obligatory for food-related businesses that
recall food to submit the report on the start and situation of the

\ recall. /

N

P
Act on Promotion of Consumer Education
*Legislation introduced by Diet members

OEstablished in 2012
\_ [Purpose] Comprehensive/unified promotion of consumer educationj

ORevised in 2016:
Adding the following provisions, etc.
(Drescinding excessive contracts
@nullifying clauses that prohibit consumers from cancelling
regardless of the reason
ORevised in 2017:
Extending the valid period for the certification of qualified consumer
organizations
ORevised in 2018:
Adding the following provisions, etc.
(Drescinding contracts concluded by acts of invoking fear
@nullifying clauses that cancel the contract if consumers use the
K guardianship system

p
Act on National Consumer Affairs Center of Japan

ORevised in 2017:
Adding security provision work for provisional seizure order as
National Consumer Affairs Center of Japan's work

4 A
Act on Special Measures Concerning Civil
Court Proceedings for the Collective Redress
for Property Damage Incurred by Consumers

OEstablished in 2013
[Purpose] Introducing civil court proceedings for property damage

recovery by Specified Qualified Consumer Organizations

.
Act on Promotion of Food Loss and Waste
Reduction *Legislation introduced by Diet members

OEstablished in 2019
[Purpose] Comprehensive promotion of food loss and waste
reduction

AETEWRN Enforcement status of major laws

(As of the end of March 2019)

Total from
Law name f;{:m Measure detail | FY2018|  FY2009 to
FY2018
Business
suspension 8 103
order
Consumer
Affairs Instruction 1" 89
Agency
Order for
Act on prohibjtion of 15 15
specified business
Commercial Business
Transactions suspension 5 87
order
Bureau of
Economy, .
Trade and Instruction 8 70
Industry
Order for
prohibition of 1" 1
business
_ - Orde_r for 46 302
Act against Unjustifiable action
Premiums and Misleading
Representations Payment order 2 0
for surcharge
L 2 Awareness
health-related e 1 3
accidents) ng
Consumer Awareness 12 7
Safety Act | (property- raising
related
cases) .
Recommendation 0 2
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date (1)
- Unified consumer administration: The Office of Consumer Policy Frontier -

O InJuly 2017, "the Office of Consumer Policy Frontier" was established in Tokushima Prefecture as a base for developing/creating
consumer administration based on policy analysis/research functions founded on demonstrations.

O The specific features of the office will be under consideration and review around FY2019.

IRETIRENI] Functions and overview of the Office of Consumer Policy Frontier

=> Office of Consumer Policy Frontier

(" “Future activities regarding transfer of h (TOkUSh i ma)
government-related institutions to -
local governments” Base for developing/creating consumer administration Consumer Affairs Agency
(Decided by the Headquarters for for a new future based on policy analysis/research (Tokyo)

Overcoming Population Decline and
Vitalizing Local Economy in Japan on
\September 1,2016)

Business trip

functions founded on demonstrations
_— and stay

- Cooperating and jointly conducting
research with various sections of the
Consumer Affairs Agency depending on
the field.

+ Planning and drafting measures based
on the result of investigation/research
— Spreading the outcome nationwide

=y

(- Enthusiastic activities were seen from\

the perspectives of consumer
education, ethical consumption, and
human resource education

- Proposing a secured “empirical field” 1. Model project considering nationwide development

Result of
empirical

gor prTonl:otihn_g pigneferctmeasures + Using consumer education materials for young people experiments

rom Tokushima Prefecture - Establishing a “Watch-over Network” (Local Council for :

+ Under the strong leadership of the Ensuring tﬁe Safety of Consumers) ( Na!:lonal Consumer
governor of Tokushima Prefecture, - Spreading ethical consumption Affairs Center of Japan
extensive cooperation w.as.obta.med - Reducing food loss and waste
from the consumer administration - Preventing child accidents - Sagamihara Office: Training and

. Eﬁ‘rlei:;'n?:gn':riifs:rt:i’c?l;;iceerss'can + Consumer education for the usage of labelling for <+ products test
work calmly nutritional information, etc. - Tokyo Office: Consultation, PR and ADR

' + Promoting consumer-oriented management

= Expecting that investigation/research + Promoting whistleblower protection systems : : .
and a certain type of work oriented to + Risk communication regarding food . Co n5|derat|'°n/reV|9W
job sites in Tokushima will lead to - Demonstrative experiments regarding sharing economy [Reaching a conclusion around FY2019]

effectivetpolicyﬂn;\ilr(‘inlg ov»{infgﬁto 2. Basic research project Conducting consideration and review
cooperation wi e local othce. . .
P > ’ A“alt}’s's pod "fe;e?"d‘_ on lc°"5“me_"'5 behaviors by (MBased on the status of establishment regarding:
’ X g‘a 'nghuse or be av“t).ra %c°hn°'.mcs d + Traffic/communication network centering
Tokyo Office deals with conventional p?f)ialgnsoc?fE‘I)mra‘ilue:gpe::logeo:l:v'or and consumer around Tokushima Prefecture
wgrk, which relqudi_restquicl; actions and - Analysis on young consumer harm from psychological + Human resou rces and.the network that supports 3 Pt Sass
are important (correspondence to the perspectives g e et Conversation with the Prime Minister
Diet cfisis managemepnt, law * Research and analysis on features of consumption . TEl?V'S'Or" meeting system common throughout < . ’
enforcement. control tower function, activities in underpopulated areas various ministries of the government, and Minister of State for Consumer Affa|r5 and
and system establishment) 3. Bases for work style reform in the Consumer Affairs @Based on the track d of how the offices” FOOd Safety and the Office Of Consumer
Agency ased on the track record of how the offices’ / y <
Conducting empirical Promoting telework and paperless work . eDstablllshment I}as contnbut«zd tp Fhe fqllowmg. Po lle Frontier's Staff (SePtem ber 201 8)
experiments, eve opmen.t of consumer a ministration
academic/human + Regional revitalization
cooperation %' Sharing outcomes for organic ]
cooperation (*) The Consumer Commission states opinions
Network with external from the perspective of consumer
institutions administration’s development.

Establishing a network that connects the
government, businesses and
academic/educational institutions
(Including areas near Tokushima
(Kansai and Chugoku/Shikoku regions))
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date @
- Enhancing local consumer administration -

O Strongly promoting the enhancement of local consumer administration, the front line
of consumer administration.

O About ¥60 billion has been granted in total as grants to promote and strengthen local

consumer administration.
AEICREIN] Progress status of "campaign for strengthening local consumer administration” Minister of State for Consumer
Affairs and Food Safety visiting |
[Apri 1, 2013 — April 1, 2018] Nagano Prefecture \
! <Local governments without consultation offices> [Caravan for enhancing and y\ /I
i place % punicipalites ﬁ Achieved 0 areas in FY2015 where 1 strengthening local consumer Ak
- conaufain systems do o st administration] (February 2019) "

: ) ty [April 1, 2013 — April 1, 2018]
2-1 Promote establishment of local consumer affairs centers <Prefectures that achieved the goal>

ystem qu

IFE0CEYA) Transition of budgets in the local consumer administration

« All municipalities with a population of 50,000 or more 19
AT ) + 19 prefectures — 35 prefectures ¥100 millions o,
+ 50% or more municipalities with a population of less than 50,000 . 9 prefectures — 21 prefectures 500 ) g 80())
[Consumer affairs consultant] + 36 prefectures — 43 prefectures
2-2 Assign consultants in 50% or more municipalities + 21 prefectures — 26 prefectures 160
within the jurisdiction + 4 prefectures — 11 prefectures 250
2-3 Increase the rate of qualified staff to 75% or more 140
2-4 Increase the training participation rate to 100%
every fiscal year,
(every fiscal vean 200 120
[April 1, 2013 — End of April 2019] 100
<Number of Qualified Consumer Organizations> 150
Organizations in the 3 areas (Tohoku, Hokuriku 1 izations — 19 izati 80
and §hi!<oku) wherg Qualified Consumer organizations orgmlfzsltc;r;)s“s"ed in all areas)
Organizations do not exist 100 60
Policy goal 4 Promote consumer education [End of March 2014 — End of March 2019] 40
4-1 Formulate consumer education promotion plans <Formulation of promotion plans> 50
Establishment of. regional councils for promoting - 9 prefoctures and 1 govemment-ordinance-designated city 20
consumer education i . — 47 prefectures and 18 government-ordinance-designated cities
(All prefectures / govemment ordinance cities) - : . 0
<Establishment of regional councils> 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
+ 14 prefectures and 2 govemment-ordinance-designated cities (FY)
— 47 prefectures and 19 govermnment-ordinance-designated cities —®- Local allocation tax measure (left axis) [0 Independent revenue source (left axis)
Funds and grants (left axis) [~ Independent revenue source/Local allocation tax measure (right axis)
PR [As of J y 2017 ~ End of March 2019] (Notes) 1. Created by the Consumer Affairs Agency.
5-1 Establish Local Councils for Ensuring the Safety of Consumers |~ <Local govemments establishing the Network with a population of 50,000 or more> 2."Independent revenue source” and "Funds and grants" come from consumer administration
/\ (All municipalities with a population of 50,000 or more) 21 municipalities — 98 municipalities budgets for all local governments (in a broad sense), including all departments as well as the
- - - - - - - municipatitie . consumer administration division and the local consumer affairs centers. Final budgets are for
| The counct e bing esiised o A 201 eised Consue ety Act. | | (Established in all municipalities with a population of FY2008 to FY2017, and the original budget is for FY2018.
50,000: 2 prefectures (Tokushima and Hyogo)) 3. The local allocation tax measure is for consumer administration costs in ordinary allocation tax
(unit cost) granted from the national government to local governments.
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date @
- Establishing consumer affairs consultation systems -

O Achieved 0 areas in FY2015 where consultation systems do not exist

O Started a consumer hotline from 2010, and the telephone number became 3 digits in 2015 (188
(I-ya-yal)). The challenge is to increase public recognition.

O The hotline has been widely promoted and spread with the mascot "IYAYAN" from July 2018.

IRETCREEI) Status of local governments without consumer affairs consultation offices Consumer hotline 188
FY2010 FY2018 Mascot "IYAYAN

Achieved 0 areas in FY2015 ATIEIS] Public recognition of consumer hotline 188 (by age group)

where consultation systems do not exist.

o| %
~ - Total (N=6,053)
>
?
Late 10s (N=290)
Aomori
Akit 20s (N=456)
Yamagata
Ishikaw Nilgtz Miyagi 30s (N=742)
0 Fukui EK/WTOEM.@ Fukushima
Shimane__Tottari_Kyoto N2/ )
Hirostima e Maganol o ( Ibaraki
=~ Ckayam e 93 40s (N=1,074
@ i Nagasaki, °Sa:ak“v%"inf"'/|{"_gf;°?};:fl L : )
Percentage of municipalities without e B e 50s (N=978)
fonsumer affairs cgnsultadtlon ofgces Miyzaki
axcept government-ordinance-designat: him
dities hin 4 60s (N=1,208)
[ : 20% or more
[[_]: Less than 20% 70 years & over
D' 0 (N=1,305)
(Notes) 1. Based on the "Survey on Current Local Consumer Administration™ by the Consumer Affairs Agency
2. Consumer affairs consultation offices include local consumer affairs centers. -
|I Know [ Did notknow [ No answer |

(Notes) 1. Based on the "Basic Survey on Consumer Life" by the Consumer Affairs Agency (FY2018).
2. Answer to the question about the number (188); "Did you know the consumer
hotline 188 (I-ya-ya!)?”
3. Percentages may not add up to 100 because of rounding.
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date 3

- Unified promotion of consumer policy across ministries and agencies: Consolidation, analysis and spreading of accident information -

O Establish systems for consolidating and analyzing information on consumer accidents and using

them for spreading information and enforcing laws.

AETTREMN Gathering information on life or health-related accidents

Life or health-related accidents occurred

vy 9 9 9 9

Concerned ministries and

National Consumer

Notices of
serious injuries:
1,159

health-related
accidents except
serious injuries:

PIO-NET data:
12,734

Affairs Center of i
agencies/local governments Japan Businesses
Local consumer
affairs centers
Notices of life or Reports on

serious product
accidents: 837
(Consumer

Notices from
Accident
Information
Databank
member
institutions
except the
Consumer
Affairs Agency
and National
Consumer
Affairs Center of

Japan: 6,602

1,536

products * 2)

information on or
ealth-related accid

Accident Information Databank

Cumulative total from September 2009 to the end of March 2019: 239,808 * 1
(Number of registrations in FY2018: 22,578)

(Notes) *1 -Life or health-related accidents (including serious injuries) and serious product accidents mean the number of notified or reported
cases in FY2018, and PIO-NET data means the number of consultations received in FY2018 and registered in PIO-NET by March 31,
2019. Multiple institutions may provide a notification on one case, and a registration in the Accident Information Databank takes a
certain period of time, so the cumulative total and the number of registrations does not match the sum of each number.
* In FY2018, the number of consultations except for consultations handled by way of the National Consumer Affairs Center of Japan
was totalized by going back to PIO-NET data in FY2009. Therefore, the number of cumulative registrations was changed.
+ In addition, medical institution network's member institutions provide accident information to the Consumer Affairs Agency.
* The number of accesses to the Accident Information Databank in FY2018 was 259,942,
*2  Consumer products are mainly provided for general consumers' living, and each of them is subject to safety control by other laws
and regulations (food, medical goods and automobiles).

Example of awareness raising based on the provisions in the Consumer Safety Act (serious injuries related to life and health)

Consumer Affairs Agency: A sponge toy in a capsule entered in an
infant’s body! — Poor health continued for 4 months without knowing
the cause. Later, the toy was removed under a general anesthetic
(Released on February 15, 2019)

@The capsule dissolves
and the sponge appears

(DRight after the capsule
soaked in warm water

\

@The sponge breaks the capsule and goes

(3The sponge absorbs
back to its original shape

water and swells

Provided by the National Consumer Affairs Center of Japan

The pictures show how a sponge came out from a capsule in water at 37°C
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date 3

- Unified promotion of consumer policy across ministries and agencies: Consolidation, analysis and spreading of accident information -

O In 2012, the Consumer Safety Investigation Commission was established to analyze accident causes and state opinions to

relevant ministries.

The commission has started investigating 16 cases and reported the final results on 14 cases.

Flow of investigation into the causes of accidents by the Consumer Safety Investigation Commission

An accident occurs

Obtain trigger information

Gather detailed information

Select investigation targets

When other ministries have investigated the
accident, and the commission can get the results

Evaluation on investigation

}Nhen.other ministri.es have not results by other ministries
investigated the accident

Implementation

When other ministries have =
investigated the accident, but the Create and release evaluation
commission cannot get enough documents

results for the investigation in When it is necessary to state opinions to the
terms of ensuring consumer hands of corresponding ministries. And when it
safety is necessary for additional investigation

Investigation into the causes of accidents (by the commission)

Implementation

Create and release reports

Recommendation/opinion

In principle, the commission follows up on the status of activities by the related
ministries one year after the report is released.

List of cases investigated by the Consumer Safety Investigation Commission (as of the end of March 2019)

Case

Case for which investigation is complete

Gas-fired water heater accident (Tokyo)

Pool accident at a kindergarten (Kanagawa)

Accidents in mechanical multi-storey car park

Accidents involving household heat pump water heater

Escalator accident (Tokyo)

Skin disorders caused by hair dye products

Children accidentally ingesting drugs

Accidents while using a handle-type electric wheelchair

Elevator accident (Tokyo)

Injuries caused by broken wooden floor tiles in gymnasiums

Airway obstruction accidents due to toys in infants

Accidents related to household cogeneration systems

Accidents caused by electric shutters during operation

Fire accidents from household photovoltaic power generation systems

Cases under

nvestigation

Accidents caused by walk-behind rotary snowblower

Accidents on electric power-assisted bicycles with infants also riding on them
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date 3

- Unified promotion of the consumer policy across ministries and agencies: Exhibiting adjustment functions -

O Summarizing the integrated governmental consumer policy as the Basic Plan for Consumers and strongly promoting
it in accordance with the PDCA cycle.

O Cooperating with relevant government institutes and promoting the consumer policy as a team.

IEIERENIR Overview of the 3rd Basic Plan for Consumers (from FY2015 to FY2019)

1l

Details of measures that should be conducted within 5 years

(1) Ensuring consumer safety | (@ Establishing trusted (@ Ensuring that all (@ Forming a society where | (&) Establishing frameworks | () Establishing national and
labelling and ensuring fransactions are fair consumers can play the for a consumer relief local consumer
reliability leading role in choice system and protecting administration systems

their interests

(1) Preventing accidents | (1) Disseminating and (1) Strictly enforcing and | (1) Securing policy's (1) Providing relief for (1) Enhancing and

2) Collecting strictly applying the reviewing cross- transparency and damage, processing strengthening

information on Act against functional laws and reflecting consumer complaints, and national organization
accidents and Unjus}iﬁable regulations opinions promoting dispute systems
preventing their Premiums and (2) Optimizing (2) Promotion of seftlement (2) Establishing systems
occurence and Misleading transactions consumer education | (2) Measures against a in regions
expansion Representations depending on the (3) Supporting and developing advanced
(3) Investigating causes | (2) Disseminating and goods and services promoting activities of information and
and preventing improving labelling | (3) Optimizing consUMer groups, communication
recurence g‘z&‘:‘ goods and transactions business operators society
: depending on the and trade (3) Measures against

(4) Enstring food safety (3) Providing appropriate development of associations. developing
information through information (4) Promoting fair and globalization
food labelling and communication free competition and
strictly applying technology securing fair utilty
relevant laws and (4) Preventing and rates
regulations controlling crimes (5) Promoting

(5) Optimizing rules and environment-friendy
weighing consumption actions

O Creating the process schedule

+ Clarifying planned activities

within 5 years

+ Adopting concrete indexes (KPI) for each
measure in order to understand effects

+ Ministries and agencies promote
measures in the process schedule

steadily and actively.

[Verifying, evaluating and monitoring
implementation status)

« Summarize how the plan is implemented
every year.
+ The Consumer Commission and
Consumer Policy Council verifies and
evaluates the plan.

[Review]

+ Revise the process schedule once

ayear

=

+ Revise the plan if environments,
issues, or measures to deal with
chenge drastically

Example of main activities conducted under cooperation with various ministries and agencies

O Activities on food safety
Clear positioning as a government institute related to food safety (from
2012).

O Measures against multiple-debt problems
"The Consultation Meeting in Relation to the Multiple-Debt Problem and
Consumer Finance" has been held jointly with the Financial Services
Agency once every half year (from 2012).

O Activities for preventing children accidents
"Liaison Committee among Ministries and Agencies on Preventing
Children Accidents" was established in 2016.

O Measures against problems on illegal distribution of waste food
Summarized "Future measures against illegal distribution of waste food.”

O Measures against consumer problems related to medical
cosmetic treatment
Some medical cosmetic treatment contracts were added to the
Provision of Specified Continuous Services in 2017.

O Measures against crypto-asset (virtual currency) problems
Raised awareness jointly with the Financial Services Agency and
National Police Agency in 2017 and 2018.

O Measures against sublease problems
Raised awareness jointly with the Ministry of Land, Infrastructure,
Transport and Tourism and Financial Services Agency in 2018.

O Measures against gambling addiction
The Cabinet Office Minister of State for Consumer Affairs and Food
Safety joined the HQ for the Promotion of measures against gambling
addiction as the assistant manager of the HQ in 2018.

O Decision on packaged measures against billing fraud
Summarized packaged measures against billing fraud jointly with National
Police Agency, Financial services Agency, Ministry of Intemal Affairs and
Communications, Ministry of Justice, Ministry of Economy, Trade and
Industry, Personal Information Protection Commission, and National
Consumer Affairs Center of Japan in Consumer Policy Council (2018).
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Part 1, Chapter 2, Section 2 Consumer Affairs Agency's activities to date 3

- Unified promotion of consumer policy across ministries and agencies: Unifying food labelling systems -

O The Food Labelling Act was established in 2013 to create a comprehensive and unified system on food labelling.

O Providing consumers with nutrient declarations to support them in making proper food choices.

Unifying food labelling systems

JAS Act [Health Promotion Law]

[Purpose]

Olmprove the quality
of agricultural
products

OContribute to
customers’ choices
through appropriate
labelling on quality

[Purpose]
Olmprove nutrition
and promote

J]apanese people’s
health

[Purposel]

OPrevent sanitation
hazards caused by
eating and
drinking

Quality

Ensuring food safety

Ingredient
name

consume !yl !ate

Content [Preservation |
method
Place of [ Genetic |
origin modification
e\ [Wanufaciurer ]

name, etc.

Unified

Health Promotion Law
(nutrient labelling)

etc.

Food Labelling Act
(Act No. 70 of 2013)

[Purpose]

OEnsure the safety of foods
and secure autonomous
and rational food choices
by general consumers.

(New points regarding the
Food Labelling Standards)
(DObligatory labelling of
nutrient declarations
@Improved rules related to
the use of manufacturing
plant identification marks
®Improved rules related to
allergen claims
@Creation of a new system
for function claims

*The Food Labelling Act
and the Food Labelling
Standards based on it have

been in force since April
2015.

Overview of food labelling systems on health and nutrition

Nutrient Declaration

Packaged processed food is to be labelled with a nutrient declaration. Some foods are also
labelled with nutrient content claims and/or nutrient reference values. Information on the
nutritional features of food (such as caloric and nutrient values) can be obtained by checking
the nutrient declaration.

In addition, the systems below are available for claims about
nutrient functions or specified health uses:

Foods With_ Foods with Nutrient Function Claims
Health Claims Displaying function claims about specific nutrients
Nutritional function ( . . . ’
labelling ~ Foods with Function Claims

Displaying health function claims under the food
business operator’s responsibility.

Foods for Special
Dietary Uses Foods for Specified Health Uses

“Pught
With labels indicatin 2> Displaying health function claims on food approved
ial pur| @ by the Secretary General of the Consumer Affairs
~  Agency
Approval
criteria form

Low-protein food products
Allergen-free food products
Lactose-free food products
Comprehensive nutritional food products

Medical uses
for persons
e With diseases

| Individual evaluation form

——— Powdered milk for pregnant and lactating women

Processed milk for Processed powdered milk for infants

infants Processed liquid milk for infants
Food products for people | Food products for people with difficulty swallowing

with difficulty swallowing| Food products with thickened soup

Foods in General

Any food labelled as a nutritional supplement, a health supplement, or a nutrient
controlling food falls under this category.

Number of accepted notifications for Foods with Function Claims: 1,735
Number of approvals for Foods for Specified Health Uses: 1,068 (as of April 1,2019)
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date @)

- Activities for achieving consumer citizenship: Promotion of consumer education -

O Promoting consumer education in order to support consumer's independence and develop consumers who actively
participate in the development of a better society.

O Consumer education for young people is important, because the adult age will be younger from 2022.

O Consultations from young people are mainly about troubles related to "rented apartments" and the use of the Internet.
For men in their 20s, consultations regarding "multi-purpose loans/consumer loans" are also high.

IEIENEIR Goals in "Action program of promotion of consumer education for young people”  JIZFITERY The number of most frequent consultations on products and services from young people (2018)

| Carrying out lessons by using | Developing and deploying consumer Men
b ] ” . .
Door to Society education coordinators
=To learn practical abilities = Using external instructors in school e LD Colin 2 ae
education (Making effective use of Cases 6,276 | Cases 16,394 | Cases 15,439
knowledge and expe)rience by people with
business experience ;
* Consumer education coordinators stand 1 | Adult websites 582 | Rented apartments 1,131 | Rented apartments 1,525
between and connect various related .
persons invo!ved in consumer education 2 | Digital content (general) 411 | Multi-pumpose kens/consumer loans 868 | Multi-purpose bens/consumer loans 968
Goal: Provide the education in all and make adjustments.
high schools in all prefectures Goal: Deploy the coordinators in 3 | Online games 366 | Digital content (general) 788 | Goods in general 658
47 47 all prefectures . ] .
" " 27 47 4 | Other digital content 290 | Goods in general 747 | Digital content (general) 642
@ v
‘; ‘; 5 | Goods in general 265 | Other digital content 706 | Other digital content 537
- -4
5 s
o g Women
5 . E
> rele L ) 2 15 to 19years 20 to 24years 25 to 20years
N - Tokushima Prefecture (How
?llkhlgl:\_ schools in to use) b Lo Cases 6,285 | Cases 19,813 | Cases 17,617
okushima « Providing the consumer grant to strengthen locaF
Prefecture education material *Door to consumer administration 1 | Other health food 621 | Rented apartments 1,245 | Rented apartments 1,709
Carrying out o + Development by usin,
lessons by using tralnunpcamegyoutbfme o ; ~ : o
“Door to Societe” * Providing tralning for teachers who R e S T 2 | Digital content (general) 460 | Hair removal esthetic service | 1,174 | Digital content (general) 885
y Ty out lessons w oor to Cantar ofjapan
(56 schools/about Soclety”, and sending instructors
: 3 | Adult websites 373 | Digital content (general 1,161 | Goods in general 818
6'900 people n - Collaboration with the concerned . b (g ) 8
tota l) ministries and agencies (Financlal
f:gf:saﬁgﬂm s"t“r;;"‘fftag;"m 4 | Other digital content 312 | Dating websites 998 | Other digital content 678
Tachniony ™ Sclenceand Established in 16 prefectures (April 1,2017)
5 | Goods in general 299 | Other digital content 932 | Dating websites 537
Intensive enhanced period Intensive enhanced period Yellow : Digital content Yellow green  : Things that may be prompted by living alone
T T Green  : Things related to debts Pink : Things related to beauty
FY2017 FY2018  Fraind = FY2020 — Fyaozi o Rl FY2019 e Rt (Notes) 1. Consumer affairs consultation information registered with PIO-NET (as of March 31, 2019).
2. Items are products keywords (sub-categories) used in PIO-NET.
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date @)

- Activities for achieving consumer citizenship: Activities for reducing food loss and waste -

O From 2015, the "NO-FOODLOSS PROJECT" has been carried out as one of the "ethical consumption" actions and the

national campaign for reducing food loss and waste.
O The Act on Promotion of Food Loss and Waste Reduction was established in May 2019.

RN The national campaign "NO-FOODLOSS PROJECT" for reducing food loss and waste

Status of food loss and
waste in Japan

2,910,000 tons

3,520,000 tons |
from businesses
from houses

Achieving a sustainable society |

FY2016)

Programme (WFP) (about 3,800,000 tons)
- Annual food loss and waste per person is 51 kg

(about 54 kg)

« Annual food loss and waste is 6,430,000 tons (Estimation in

=1.7 times as much as food aid through the World Food

=Almost the same as annual rice consumption per person

7

Various entities
cooperate with each
otherand promote food
loss and waste reduction
in the national campaign

Activities by local governments
and businesses

Activities by restaurants

Number of restaurants that
reduce leftover food in activities
by local governments is 13.650
,h",;;"\;ﬁ restaurants nationwide

2hawel (FY2018)

{No leftover campaign: member store sticker (1,090 registered
restaurants in Fukul Prefecture) (As of the end of February 2019))

Activities by grocery
stores
Carrying out a campaign
that recommends
customers to pick food
from the front of food
racks in order to reduce
food loss and waste
(Spreading the idea of
“picking (discounted)
food from the front of
food racks” (Kobe
City/Consumers’
Co-operative Union )
Kobe)) : ’
Activities spread from local governments to
the whole country
Holding national conventions for reducing food
loss and waste
1st convention: Matsumoto City, Nagano Prefecture
(October 30 to 31, 2017)
2nd convention: Kyoto City (October 30,2018)

Activities by schools and

universities
Activities by "
elementary students ="' %g‘;}fi b3
@Students create

hand-made newspa-
pers and distribute
them in school,
through a neighbor-
hood association, and
on the street
@Providing school
lunch that uses
stockpiled food for

ks Terrave I-F0a385 I8

Businesses
{ndustry organization3 onsumer

disasters

(Hand-made newspapers
(4th grader at the Municipal
Osaka Elementary School In
Kamakura City, Kanagawa
Prefecture))

Activities for junior-high and high school

students

@Creating leaflets for reducing household food
loss and waste, and developing education
materials for fun activities

@Education in lessons on demand or local
events

@Creating recipes for reducing food loss and
waste with ethical consumption in mind

r@ Local governments

Ok

Activities by university students

@|nvestigating true conditions of food loss and
waste and creating booklets for young people

@Creating cooking recipes that use stockpiled food
for disasters and unused food in houses

Consumers

Affairs Agen

(Activity for creating cooking recipes that use stockpiled food for
disasters (Aichi Gakuin University))

@Carrying out food drives in
school festivals and
introducing food bank
activities

(Food drive activity
(Hiroshima Bunkyo
University))
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date @

- Activities for achieving consumer citizenship: Spreading and providing information and education for consumers, etc. -

O Using various communication tools to effectively provide information and education for consumers.
O Implementing risk communication for spreading appropriate knowledge on food safety.

IRETIN I) Tools for communication with consumers

@providesvarlous Informatlon on consumer educatlon. Users can search or
reglster Information on education materlals, lectures and activities.

Accidents Information Databank (from 2010) )

@The Consumer Affalrs Agency and Natlonal Consumer Affalrs Center of Japan
ave{olntl publishing about 220,000 cases of Information on life or
health-related accldents In consumer life, and users can search the accldent
Information on the webslte.

[ConsumerAffalrs Agency's “Recall Information Site” (from 2012)]

@consolldates recall Information released by relevant government Institutes
(Including food recall Information). Users can search the Information on the

(Consumer Affairs Agency's website (from 2009) ) [Spreadlns information through Twitter ]
@Spreads measures on consumer ad and ralsing (from 2011)
Information on consumer Issues. .Cr(‘)nsurner Affalrs Agency's Twlitter account @caa_shohisha-
cho
[Consumer Education Portal (from 2009) ) Spreads press Informatlon and awareness-ralsing a

Information through Twitter.

.%fonsu%ey;ﬂalrs Agency's Twitter account @caa_kodomo
rom
Spreads Information for preventing children accldents
through Twitter.

[Spreadlng information through Facebook J

(from 2016)

@cConsumer Affalrs Agency's Facebook
Spreads press Information and awareness-ralsing
Information through Facebook.

website.
Act on Specified Commercial Transactions Guide ] [Spreadlng information through YouTube J
(from 2009 (taken over from METI)) (from 2019)

@As an Informative website for spreading and providing education on the Acton
speclfied Commerclal Transactions, It spreads plain Interpretations on the
provisions of the Act and varlous Information on administrative discipline

@cConsumer Affalrs Agency's YouTube channel
Posts videos on measures related to consumer
administration and for ralsing awareness on consumer Issues

statuses. through YouTube.
(Government Public Relations Online ) | | (spreading information through LINE )

@providing awareness-ralsing Information on the “Information Corner that
Benefits People’s Lives.”

(Japanese Government Internet TV
@Iintroduces systems and provides awareness-ralsing Information through videos.

3 YouTube
@Prime Minister's Office LINE
Provides and posts awareness-ralsing Information that
should be known to citizens on the Prime Minister's Office
LINE’s timeline managed by the Cablinet Public Relations

Office. .

[Chlldren Safety Mail from Consumer Affairs Agency (from 2010)]

@Distributes awareness-ralsing Informatlon and useful tips for preventing
unex?e(!ed accldents of children between under 1 year old and before
enrollment to elementary school.

(Recall Information Mail Service (form 2012) )

@Consolidates recall Information released br relevant government Institutes
(Including food recall Information), and distributes Itto reglstered people.

(Prime Minister's Office Mail Magazine )

@Posts Information that should be known to citizens on the “News" column In
Prime Ministers Office Mall Magazine (on demand and Irregular basis).

[Collaboratlonwlth the cooking recipe website J
Cookpad (from 2014)

@cConsumer Affalrs Agency's Kitchen
Posts reclpes that are useful for dealing with famillar Issues
such asfood allergles and food loss and waste on the
Cookpad website {Consumer Affairs Agency's Kitchen). cookpad
Collaboration with YAHOO! JAPAN (from 2014) | YAHOQO!

@®Provides the newest press release to naws editors In
YAHOO! JAPAN (on demand and Irregular basls).

@Provides Information on a consumer hotline when people
search words related to consumer problems.

[Collaboratlon with Yoshimoto Kogyo (2018) )

@Created collaboration videos that conduct PR for the
Consumer Affalrs Agency (Ma¥’5201 8) and posted on the
el

03 YouTube

Consumer Affalrs Agency's website, Twitter account and
YouTube channel.
Radio programs
TV programs " News & Life Information Portal
[ Information from Kasumigaseki ] [ Sayak:vléléll(rlr;t}t:ip::tliljov & ] [ NewsCafe

@Introduces Informatlon that should be known to
cltizens, such as consumer problems and children
accldent Frefvenﬂon (archives can beviewed on
the webslte).

@Introduces Information necessary for dally life,
such as measures for preventing children accidents
(archlves can be “heard” or “read” on the specifically deslgned for feature
website). vertisement

@Provides Information that must be known to
cltizens. This webslte Is a portal towebslites
phone. Posted PR
public agencles (on demand and
Irregular basls).

Regions from which people sensitive to producing regions hesitate to buy food

(%)
25
Made in Fukushima Prefecture Made in Iwate, Miyagi or
19.4 Fukushima Prefectures
20+'Z2
14.9
15 -
12.5
10} 4 Made in Ibaraki, Tochigi, or
. Gunma Prefecture Made in the whole
Tohoku area
5| 66 3.6
w./qa"‘
0 Made jn the whole East Japan area | | | | | 20
2 | s 28|28 28] 21]8] 2] 2 |vonth
2013 2014 2015 2016 2017 2018 | 2019 |(Year)

(Notes) 1. Based on the "Consumer Awareness Survey on the Negative Impact of Unfounded Rumors.” by
the Consumer Affairs Agency
2. Ratio of answers to "Regions from which you hesitate to buy food" by people who voted "I care” or "l
rather care" about the origins of food and "I want to buy food which does not include radioactive
materials” (multiple answers accepted).

IZETER) Records of risk communication carried out by the Consumer Affairs Agency

Radioactive material in food 45 175 99 99 100 100 108 136 862
Bovine spongiform _ 2 2 _ _ 2 _ _ 6
encephalopathy (BSE)

Health food 3 - 3 2 2 2 5 8 25
Imported food - 3 . - . - .

Pesticide - - - 1 2 - - -

Food poisoning - - - - 4 - - -

Food additives - - - - - 1 1 1

General food safety - - - - 3 3 21 26 53
Total by fiscal year 48 180 104 102 m 109 135 17 960
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date &

- System for reflecting consumer opinions in consumer policies: Collaboration with and support for consumer groups -

O Holding "Local Consumer Forum" and "Information Exchange Meeting with Consumer Groups" on a periodic basis.
O Supporting activities by Qualified Consumer Organizations in accordance with the Consumer Organization Litigation
System.

ETTN IR Record on Local Consumer Forums (Places of the forums and number of participants) Qualified Consumer Organizations and Specified Qualified Consumer Organizations in Japan

(As of the end of April 2019)
Kyoto Consumers Hokkaido Consumers Net
. Sapporo City | Sapporo City | Sapporo City | Sapporo City | Sapporo City | Sapporo City | Sapporo City | Sapporo City City,
Hokkaido | “(g5 people) | (100people) | (78 pecple) | (144 people) | (65 pecple) | (117 people) | (114 people) | (155 pecpie) | . Karega Contract Network
efecture
(2% peopl) Consumer Citizen
. . Net Tohoku
i : g omeri iy ita wato . 3
Tohoku | prtectye | FUSma | YA | ooy, | prtoctie | Prefctre | Prefecte | Fukistima . Lamereeti - ;
5pecple) | i ol | o pecple) | (25Peonel | (SEpecpl) | (M0 peop) [ (174 pacpe) | R (13 popl) Shohisha Shien Gunma
Hyogo Shohisha Net Himawarinokai
T Saitama City, | Tsukuba City, | Chiba City, Utsunomiya | Niigata City, | Nagano City, Magbashi Otsu City,
m“""’l, Scitama baraki Chiba | City, Tochig |  Niigata Nageno | City, Gurma Shira
Kanto | o el | Pofectra | Prfectre | Profectro | Prfoctre | Pafectra | Prfectre | Pofactra Prefocare
(189 people) | (19 pacple) | (261 people) | (307 pecple) | (272 people) | (253 pacple) | (264 peaple) 85 paopel )
(pop) Shohisha Net Okayama
Karazawa | Toyama City, | Fukui City, Kanazawa | ToyamaCity, | FukuiCity, Kanazawa | Toyama City, Yamaguchi
B City, shkawa Toyama Fukui City, Ishikawa Toyama Fukui City, kshikawa Toyama = City,
Hokuriku | profectie | Prefectra | Prefocte | Prefoctre | Prefecture | Prefoctre | Prefectwe | Prefoctwe | B Yamaguchi . . .
(123 pecple) | (182 people) | (160 pacple) | (192 people) | (224 paople) | (170 people) | (210 pecple) | (163 people) | g& | Prefectre Shohisha Net Hiroshima
b (146 people)
Na;m'pny. mg;\y:h iy, N% Ciy. Na;:iy:hgny. snmm ity iy, G | Tou ity Mo Na;:\y:h ciy. | & hi } Japan As?fogatlon (?fl.
i i i i i N ! i :
Chubu oot | o | s | e | gk &m;n,:) (ﬂfmﬁ) poe | © Ehime Consumer Networ Consumer Affairs Specialists
(120 pecple) | (104peaple) | (142 pacple) | (122 people) | (331 pecple) peop P! (122 people) | .2
OsskaCity, | OskaCity, | KytoCity, | MNeaCity, | OtsuCiy, deywma Keba City, | Osaka Ciy, ::f‘ Consumer’s Support Shohisha Shien Kanagawa
L Osaka Osaka Kyoto Nera Shiga y Hyogo Oszka e . s
Kinki Prafecture | Profectre | Prefocre | Prefactra | Prefecture mg’ Prefocture | Prefoctrs | o Organization Fukuoka
(167 paople) | (150 peoplke) | (167 people) | (174peoplke) | (192 pecple) (197 peop:] (244 pacple) | (253 people) | =
Consumer Support Network
Hiroshima Yamaguchi | Tokushima Saga C 'S E Ishikawa
Ckayama P gm_g:m ity oy, Yﬁmm CT‘*T:M Komw S aga Lonsumers rorum
City, Ckayama o ity, Enime ! . i ity, Kagawa i
Cst:.ﬁz:t/ Pafoctse | WA | pigrocnge | BN | TSN | pogoonr | prtectre | Prefcturs
(100 paopla) (102 paople) (Wpeople) | (I18pacple) | (122 peaple) o .
(23 peape) (121 people) | (180 pecple) Consumer Network Tokai
- Kumamoto Consumers Net
. . . Kumamoto Kagoshima . " s
N aga nawa i . , Nagas: i i
Okinawa (rgmm ;nﬂ ::;:I.;] Prefecture | Prefoctre Prefecmo:; gﬁm Prafecture | - Prefecture | ; : -
pecple) (218 pacple) | (157 people) (167 pocple) | (265 people) (217 pacpla) | (156 paaple) | Oita Shohisha Mondai
Network
Total 99paople | 1,249people | 1,205pecple | 1,456people | 1,634pacple | 1,536people | 1,455pacple | 1,404people e 592people
* There are 19 Qualified Consumer Organizations in Japan.
Achieved policy goal 3 of the campaign for strengthening local consumer administration (Eliminated areas
) (Tohoku, Hokuriku and Shikoku) in June 2018 that were lacking Qualified Consumer Organizations)
(Note) Upper and middle rows show places of the forums, and bottom rows show number of *There are 3 Specified Qualified Consumer Organizations (blue) in Japan: Consumers Organization of Japan,
participants in parentheses. Kansai Consumer’s Support Organization, Saitama Organization To Get Rid of Consumer Damage).
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Part 1 Chapter 2 Section 2 Consumer Affairs Agency's activities to date ®

- Revitalizing industrial activities as well as consumption activities -

O Consumer policy revitalizes industrial activities by ensuring consumer safety and peace of mind and improving
transparency of rules and predictability of administrative actions. This contributes to a sound market and virtuous circle

of economy.

O In October 2016, trade associations, consumer groups and government institutes formed the Consumer-oriented
Management Promotion Organization in order to promote consumer-oriented management (sustainable management) by
actively promoting "Voluntary Declaration of Consumer Orientation / follow-up activities" and "Award for good practices

of consumer-oriented management."

0TI} Consumer policy and virtuous circle of economy

Household section Corporate section

T
I
I -
(Consumers) , (Businesses)
T
Sacuring consumears' [ Improving the transparency
safetg/securit [ of rules and predictability of
y y : administrative actions
I

Expanding
consumption

* Achieving sound
markets

* Achieving sustainable
growth

IFETIRYAl Consumer-oriented management (sustainable management)

What is consumer-oriented management

-\
74 B
RS
Consumer-oriented management is what enables businesses to have/become:

‘ Sl la i - Consider ensuring consumers’ rights and increasing their benefits to be the
viewpoints essential part of business, from the viewpoint of consumers as awhole

GO - Gain consumers’ trust as providers of sound markets by ensuring consumers’
markets safety and fairness of trade, and providing necessary information to consumers
CUETCLEERGEGTEEI - Conduct business activities acknowledging social responsibilities while
responsibility working toward the development of a sustainable and desirable society.

* Not necessarily limited to business operators dealing directly with consumers. ’ Engage in a deeper level of communication with consumers

IRl Award for good practices of consumer-oriented management

Award for good practices (from FY2018)

In order to promote consumer-oriented management, a nomination _
committee was held by experts in the field. The targets for nomination
were businesses who published the Voluntary Declaration of Consumer 7 FHIONR AT Lo EANAAE AEL
Orientation, along with follow-up results. Businesses among these which

performed outstanding activities were selected.

Award in FY2018 (1st)

November 26, 2018
Carrying out an award-giving ceremony in the Consumer-Oriented
Management Promotion Symposium.




O The Consumer Commission actively carries out investigations and discussions as the third-party organization with monitoring functions
for general consumer administration by governments. The Commission has carried out 20 proposals, 16 suggestions, 79 opinions, and 6
reports (*).

Part 1 Chapter 2 Section 3 Consumer Commission's activities to date
- Investigation, discussion and proposal by the Consumer Commission -

O The Commission functions as a system for reflecting the opinions of consumers in consumer policy.

* Report based on Item 2, Paragraph 2, Article 6 of the Act Establishing the Consumer Affairs Agency and Consumer Commission

IRETCRTY) Details of major proposals and opinions by the Consumer Commission (End of April 2019)

Classification by field Category No. Primary details
Proposal 7 Automoabile recall system, consumer safety administration, esthetic and medical cosmetic treatment service, thorough information
po spreading for preventing consumer accidents etc.
VIR S Suggestion/
o 9 | Suffocation due to konjac jelly, use of accident information, the Food Sanitation Regulations etc.
opinion, etc.
Proposal 9 Advance payment for Fee-Based Homes for the Elderly, dishonest solicitation for apartments, house renovation, fraudulent investment
po solicitation, credit card transaction, electronic money etc.
Transaction/contract Suggestion/ 16 Investment fraud about unlisted shares, door-to-door purchase of precious metals, etc., sales solicitation methods by telecommunication
opinion,etc. cariers, unrequested solicitation in commodity derivatives transaction, smartphone games, transaction with platforms' intervention etc.
Report 3 | The optimal situation regarding discipline in relation to the Consumer Contract Act and Act on Specified Commercial Transactions etc.
Proposal 2 | Ensuring the propriety of representation and advertisement regarding health food
Food labellin, Suggestion/
. E8 6 | Labelling of the countries of origin of ingredients, and Foods for Specified Health Uses etc.
opinion,etc.
Representation (except food | Proposal 1 | Websites for medical cosmetic treatments
labelling) Report 1 | Introduction of the surcharge system in the Act against Unjustifiable Premiums and Misleading Representations
Proposal 3 | Revitalization and support for local consumer administration etc.
Local consumer administrati Suggestion/
on e 2 | Enhancement of the local consumer administration's power of enforcement etc.
opinion,etc.
Suggestion/ ) ) )
Whistleblower protection 2 | Review of the whistleblower protection system etc.
system opinion,etc.
Report 1 | The optimal situation regarding discipline in relation to the Whistleblower Protection Act
protecti Suggestion/
FEETIE I on eg 3 | Personal information protection system, use of personal data, mailing list dealers
system opinion,etc.
Speci Suggestion/
(GETEIE EEEEET ee 1 | Creation of the Consumer Special Measures Act
Act opinion,etc.
Proposal 1 | Public utilities rates
P ra . Suggestion/ 28 Application for approval of increasing household electricity rates, follow-up for application, revision of public utility charges after
e opinion,etc. consumption tax hike, liberalization of retailing of electricity and gas etc.
Report 1 | Methods for assessing the electricity wheeling rates
Suggestion/ . . ) . .
Consumer education opinion.efc 4 | Basic policy on the promotion of consumer education, consumer education for young people etc.
The best form for consumer | Suggestion/ NP ) ) )
3 | The optimal situation regarding National Consumer Affairs Center of Japan efc.
administration opinion,etc.
onsumer | Suggestion/
WL HE (e .g.g 19 | Formulation of the Basic Plan for Consumer policy, verification, evaluation, revision of the process sheets etc.
Policy opinion,etc.
Suggestion/ ) ; . o ’ ) )
Other opinion.etc 2 | White Paper on Consumer Affairs, various trials in the Consumer Affairs Agency (related to the Office of Consumer Policy Frontier)

(Notes) 1. "Reports" are based on Item 2, Paragraph 2, Article 6 of the Act Establishing the Consumer Affairs Agency and Consumer Commission.
2. Items on multiple fields are posted multiple times and are not the total of proposals, opinions, etc.
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Part 1 Chapter 2 Section 4 Evaluation and issues on the activities to date
- Evaluation on consumer policy from consumer’s attitude - 1)

O Positive evaluation on many categories, including "Trust on consultation offices", with regard to the
environment that surrounds consumers (consumer policy's subject). However, problems still exist in
"Information spreading and education."

REIER) Environment that surrounds consumers

0
.E(/;()) ﬁi.()FSF 0.7 0.6 0.9 11 0.9 0.9 1.0 1.3
Gesd 2T pea] |8 B e RARAR R
00 [ [stetelats L Petetetels teteteteld teteteteld oeletete!
RO I 198 ol
80 [ Letesedese seeasererd R 248 | 246 232 0 [l
30.6 35.0 Petetetess 33.8
— 41.4
70 39.8 46.0
60 40.0 42.0
46.6 49.2
50 + 44.6
46.0
50.5 49.5
40 160.2| 57.0
147.4] | 517 50.5 45.9 8.5|
30 - 143.0 | >* 58.1| 40.4
414 B6.2 36.2 J_‘
B A |53_]ﬂ 303 [29.3 [29.8 149.7)
20 321 Eﬁ
245 27.0 [18.0] - 26.3
0 j | - | __F | (S | - | 17_- | &_"_* i -__
2012 | 2018 2012 2018 2012 | 2018 2012 2018 2012 ‘ 2018 2012 2018 2012 | 2018
Food in the market is Products (except | can buy or use | can trust the labelling Businesses compete The government | can trust local consumer
safe and secure. food) in the marketor | products or services and advertisement of over prices and provides sufficient affairs centers and
services provided are without worrying about products. services. information and consultation offices of
safe and secure. dishonest/fraudulent education to consumers. |local governments. (*)
acts of selling.

[l | highly agree [ ratheragree [l can'tsay eitherway [ do notagree much [ hardly agree/l cannot agree at all No answer

(Notes) 1. Based on "Basic Survey on Consumer Life” by the Consumer Affairs Agency.
2. Answer to the question: "How much do you agree with the following statements about the environment that surrounds consumers?"
3. In the investigation in FY2012, the statement with the (*) mark was "I can trust local consumer affairs centers or consultation offices established in local governments which | can consult in case of problems"
4. The number of respondents was 6,690 in FY2012 and 6,053 in FY2018.
5. Percentages may not add up to 100 because of rounding.

(A4 uonesisaaul)




Part 1 Chapter 2 Section 4 Evaluation and issues on the activities to date
- Evaluation on consumer policy from a consumer’s attitude - )

O Awareness on all major activities by the Consumer Affairs Agency increased.
O Some activities have high awareness and evaluation, but some remain at a low standard. We must make activities

by the Consumer Affairs Agency known to more consumers through effective information spreading and PR.

IR Activities by the Consumer Affairs Agency known to consumers

Establishing rules on food labelling

Regulating unjustifiable labelling on products and services,
such as false labelling and misleading advertisements F
Providing information on harm related to consumer
property, such as fraudulent schemes £

Regulating transactions that frequently cause problems,
such as door-to-door sales and telemarketing sales F
Investigating into the cause of accidents

related to consumers' life and health £

Providing information for the safety of

consumers' life and health

Establishing systems for protecting consumers’ interests (systems on consumer
contracts and the Consumer Organization Collective Litigation System) (* 1)
Promoting efforts toward local consumer administration,
such as local consumer affairs centers |

Promoting consumer education and awareness raising
about consumer life £

Securing transparency of processes for deciding public
utility charges and appropriate charges (* 2) F

Carrying out risk communication such as meetings and
seminars on food and radioactive materials (* 3)

| did not know any of the above (* 4)
| did not know about the CAA (* 5)

No answer [

0 20 40 60
(%)

B Investigation in FY2012 (N=6,690 people, M.T=253.6%)
Investigation in FY2018 (N=6,053 people, M.T=413.2%)

(Notes) 1. Based on the "Basic Survey on Consumer Life” by the Consumer Affairs Agency.

2. Question in each year (multiple answers accepted in both years):

Investigation in FY2012: "Do you know about the following activities conducted by the Consumer
Affairs Agency?"

Investigation in FY2018: "Did you know that the Consumer Affairs Agency has conducted the
following activities since its foundation in 2009?"

3. Options in the investigation in FY2012:

(*1) Establishing systems for protecting consumers' interests (collective litigation systems on

consumer contracts and recovery from harm)

(*2) Regulating public utility charges

(*4) 1 know about the CAA but do not know about the activities above.

4. (* 3) In this context, risk communication means the fact that consumers obtain information and
knowledge on risks from specialists, and ask questions or state opinions on such information to
share their acknowledgements about the risks.

5. (*5) Only present in FY2012.

6."Others (0.2%)" in the investigation in FY2012 was excluded.

RO YA) Evaluation on activities by the Consumer Affairs Agency

63.8 1.5-0.5
Establishing rules on food labelling 53.1 l 19.5 |6-1| 8.5 E N=2,977
56.6 23 09
Providing information on harm related to consumer 49.7 ‘ 217 18.."'10 4" N=2.692
property, such as fraudulent schemes 2 : et 1 ’
51.6 2.0 1.1
Investigating into the cause of accidents | [6 l || »
related to consumers' life and health s A ':Z 7.3 | N=1.975
504 38 06
Regulating unjustifiable labelling on goods and services, 43.8 | 533 |TO'.4’ 1.4 E N=2.730
such as false labelling and misleading advertisements i 3 e se | ’
50.3 2.3 1.1
Providing information flor.the safety of 443 | 233 |74l 16.0 “ N=1,902
consumers' life and health ove
43.4 0_‘9
Regulating transactions that frequently cause problems, | ern el II _
such as door-to-door sales telemarketing sales AR Td: '1'3‘9-" s | N=2,401
- . s 39.0 2.2 0.8
Establishing systems for protecting consumers' interests =
(systems on consumer contracts and Consumer 36.1 I 27.2 P.ﬁ 23.8 " N=1,890
Organization Collective Litigation System) .. |
g € Y 38.2 3.4 0.7
Promoting efforts toward local consumer administration 343 | 20.4 tg‘a 19.0 E N=1,788
such as local consumer affairs centers ovs |
354 2.7 1.4
Promoting consumer education and To'a _
awareness raising about consumer life 32.2 l il lt?'sl Lo H 2=
24.1 0.5
Securing transparency of processes for deciding | t: g -
public utility charges and appropriate charges 4::20.7 302 .155 20.5 N=1.456
23.3 0.5
Carrying out. risk communication .such.as meethgs 19.1 | 30.2 113‘5' 253 N=1,316
and seminars on food and radioactive materials AL
1 1 1

20 40 60 80 100
(%)
[ The activities are sufficient [ The activities are decent to some extent [0 | can't say either way
B The activities are not sufficient [ The activities are scarce/none
O | don't know No answer

(Notes) 1. Based on the "Basic Survey on Consumer Life” by the Consumer Affairs Agency (FY2018).
2. Answers to the question: "How do you evaluate the activities by the Consumer Affairs Agency to
which you answered 'l know about them'?"
3. Percentages may not add up to 100 because of rounding.
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O New issues on future consumer policy include:

Part 1 Chapter 3 Prospects on optimal consumer policy in the future
Section 1 New issues on consumer policy 1)

@ Corresponding to new business models that use new technology, @ Global consumer issues, and
@ Changed population/family composition and increasing consumers who are frequently involved in problems
O Consumers also know that the importance of consumer issues related to aging, computerization, and globalization will grow.
O Digital platform businesses that have been widespread have increased the convenience for consumers, but have also created new

problems such as more advanced and complex consumer issues.

IRETTEREN Issues which consumers think are important to take actions on for future consumer policy

Taking actions for consumer issues related to aging
and increasing one-person households

Optimizing the handling of personal data
like use history on the Internet

Taking actions for consumer issues related
to cashless settlement

Preventing consumer harm of young consumers
due to the younger adult age

Preventing consumer problems related to
foreign residents and inbound travelers

Achieving a sustainable and responsible
consumer life

Taking actions for consumerissues caused by technological innovation
such as artificial intelligence or development in computerization
Taking actions for consumer issues related
to virtual currency

Taking actions for consumer issues related to
purchases and sales between individuals

International cooperation for taking action for troubles
related to cross-border consumer transactions

73.0

Others

Nothing in particular 7.7
(N=6,053, M.T.=382.3%)

No answer || 1.4
1 1 1 1 1 1 1 1

0O 10 20 30 40 50 60 70 80 90
(%)

(Notes) 1. Based on the "Basic Survey on Consumer Life” by the Consumer Affairs Agency (FY2018).
2. Answer to the question: "Which issue is the most important to take actions for, amid drastic
changes of the environment that surrounds consumers?" (multiple answers accepted)

IFETCRVI) General composition of a digital platform business

e

R ded
fuenc:trlr;wgcriw Ordervia Platfor
—seviee M -
» Cust !
ustomer

[
: Business using Platform W (Platform users) :
between users

= = =_Applying consumer and business = = = == === = —————— - - -
laws/regulations

Terms-and Conditions
of Platform
(Standard agreement)

(Source) Consumer Affairs Agency "Report on the 4th meeting on the optimal form of the Basic Plan
for Consumers" (2019)

Items related to consumer protection in "what consumers expect in using online shopping”
From popular choices (multiple answers accepted)

+ Strengthening control on dishonest tenants (54.7%)

+ Strict control of personal information including payment information (49.3%)

+ Improved settlement/compensation after troubles (40.7%)

+ Improved reliability of labelling and explanations (39.3%)

(Source) Consumer Affairs Agency "Commaodity Price Monitor Survey" (March 2019, definite report value)
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Part 1 Chapter 3 Prospects on optimal consumer policy in the future
Section 1 New issues on consumer policy @)

O Consumer policy will need to contribute to the realization of a sustainable society that "leaves no one", which the sustainable

development goals (SDGs) seek to achieve.

O It is important to promote "ethical consumption" and "consumer-oriented management", etc. in a unified manner in order to achieve

SDGs.

O Neither has enough public recognition and interest from consumers, so spreading more information and providing further education

are important.

IEENENAIE What consumers do in their daily consumer life

Being conscious of water - electricity
conservation

Disposing of less edible food
(food loss and waste)

Reducing garbage and reusing and recycling it

Paying attention to information related to consumer
issues on newspapers or the Internet

Being interested in the environment/energy
problems

Reducing food mileage by buying
locally grown foodstuff

Consuming ethically

Taking education and training on consumer
life in schools and local centers.

None of the above

(N=6,053, M.T.=338.2%)

No answer | 0.5

0 10 20 30 40 50 60 70 80

(Notes) 1. Based on the "Basic Survey on Consumer Life” by the Consumer Affairs Agency (FY2018). (%)
2. Answer to the question: "Do you do the activities below in your daily consumer life?" (multiple
answer accepted)

"Ethical consumption”

Consumer activities that take into account people, society and
the environment, including regional revitalization and
employment (Extracted from the Basic Plan for Consumers)

SDGs

v
uy

IFETCNAH) Interest in consumer-oriented management

| have interest (total) 41.5%
A

Total (N=6053) - o s
L 1 1 1 1

|
0 20 40 60 80 100
(%)
I [ Ihaveinterest [ | have moderateinterest [ | don't have much interest [ | have no interest No answer |

| don’t have interest (total) 57.8% 0.8
A

(Notes) 1. Based on the "Basic Survey on Consumer Life“ by the Consumer Affairs Agency (FY2018).
2. Answer to the question: "Do you have interest in business activities that put importance on
consumers (consumer-oriented management)?"
3. Percentages may not add up to 100 because of rounding.

IZETCNYA) Activities that you think are important in consumer-oriented management

Sharing opinions, demands and complaints from consumers
and using them for business activities

Developing products that take into account elderly people and persons with
disabilities, and providing easy-to-understand information to them
Taking actions in cooperation with related departments
when a consumer problem occurs

Establishing systems where risk information on consumer
safety and security reaches managers

Establishing systems for observing laws

Developing and performing environmentally-sound
products and activities

Providing information to consumers and communication
mutually with them

Exchanging information with consumer groups and
local consumer affairs centers

Performing in-company training for improving
activities for consumers

Managers spreading consumer-oriented management
policy internally and externally

(N=6,053, M.T=350.0%)
| | |

0 10 20 30 40 50 60
(%)

(Notes) 1. Based on the "Basic Survey on Consumer Life" by the Consumer Affairs Agency (FY2018).
2. Answer to the question: "Which activities are important for businesses to promote consumer-
oriented management?" (multiple answer accepted)
3."Nothing in particular’ (17,3%), "Others" (0.9%), and "No answer" (1.0%) are not included.
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Part 1 Chapter 3 Prospects on optimal consumer policy in the future
Section 3 Further evolution of consumer policy

O Consumers want future consumer policy to: @ Secure an appropriate balance between improved consumer convenience and consumer protection; @ Perform
active actions as well as after-the-fact checks especially for consumers who are frequently involved in consumer harm; @ Strengthen self-reliance support and

education for consumers; and @ Promote cooperation among consumers, businesses and governments.

O Itis necessary to improve the effect of future consumer policy by combining: @ The regulation method (governmental regulation, and establishing various rules,
etc.); @ Support method (consumer affairs consultation, awareness raising, consumer education, providing information, supporting consumer group activities,

etc.); and @ Cooperation promotion method (ethical consumption, promoting consumer-oriented management, etc.).

RE0NCEI] Opinions on optimal consumer policy

Business control and consumer protection
with laws

11.2 —
®In order to improve customer convenience by 50
forming free markets, only after-the-fact checks 40.3 7a512.6
should be performed to the extent possible. 74.0 38
(@Damages to consumers should pe prevente.d with 419 20.0 L300 2.2
advanced regulations on businesses 198
75.4 4.7
(®Protection for consumers frequently involved in l 3.5,
consumer harm should be strengthened R i %T 20
Support and education for consumers 9
@®Consumer’s voluntary thinking and independent 30]9
and rational decision making should be supported e 2y 19 e
4.2
(®Education on consumption activities’ effect on 3570
society and the environment should be spread. e itiis 10 25
5.6
®In order to deter consumer harm by businesses, 4311
e 38.8 33.5 2.4
consumer groups’ activities should be supported. [
Cooperation promotion among consumers,
businesses and governments 3.2
@Trust relationships and cooperation among —
consumers, businesses and governments 43.8 | 241 23 9 2.5
should be promoted -

1 | 1 . 1 1 | 1 .
0O 10 20 30 40 50 60 70 80 90 100
(%)

@ | agree [ I rather agree [ 1 can't say either way
[ I don't agree much [ | don't agree [ No answer

(Notes) 1. Based on the "Basic Survey on Consumer Life” by the Consumer Affairs Agency (FY2018).
2. Answer to the question: "What do you think about each of the opinions below on optimal consumer
administration?"

TN} Categories of governmental methods in consumer policy

Government
(National government and
local governments)

Cooperation
promotion

Consumer affajfs consultation Establjshing
B systems

Promoting ethical
consum tlon and
consumef-oriented

management

Consunyfler education Administrative

discipline

Improving trust, collaboration - cooperation

Civil rules

emmmmEmsmssmmmmEE,

Market

and that of consumers

Consumer Business

* Gap between information quality + quantity and negotiation ability of businesses,

Yensmssnsnssnnsnnn’
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[Report to the Diet based on the Basic Act on Consumer Policies]

Part 2 Chapter 2 Implementation of consumer policy
|

O "Part2 Chapter 2" describes results of policies implemented by related ministries in FY2018.

Section 1

Section 2

Section 3

v

Ensuring consumer safety

Activities for preventing accidents
Collecting information on consumer accidents and preventing
their occurrence and expansion

Accurately and quickly investigating causes and preventing
recurrence of accidents

Ensuring food safety

Establishing trusted labelling and ensuring reliability

Spreading, developing the awareness of, and strictly managing the
Act against Unjustifiable Premiums and Misleading Representations,
which generally control and prohibit unjustifiable labelling
Spreading and improving labelling depending on the products and
services

Providing appropriate information on food labelling and managing
related laws strictly

Ensuring that all transactions are fair

Strictly enforcing and reviewing cross-functional laws and
regulations on products and services

Optimizing transactions depending on the products and services
Optimizing transactions depending on the development of
information communication technology

Preventing and controlling crimes such as fraud

Optimizing rules and measurements

Section 4

Section 5

Section 6

Forming a society where consumers can play the leading role in
making choices and taking actions

Securing consumer policy's transparency and reflecting consumer
opinions

Promotion of consumer education

Supporting and promoting voluntary activities of consumer groups,
businesses operators and trade associations

Promoting fair and free competition and securing appropriate public
utility charges

Promoting environmentally-sound consumption activities and
business activities

Establishing frameworks for relieving consumer harm and protecting
consumer profit

Providing relieve for damage, processing complaints, and promoting
dispute settlements

Protecting and increasing consumer profit depending on the
development of an advanced information and communication society
Protecting and increasing consumer profit depending on the
development of a globalized consumer life

Establishing national and local consumer administration systems
Enhancing and strengthening national organization (including

incorporated administrative agencies) systems
Establishing local systems
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