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Presentation 

 

Moderator: Thank you very much for taking time out of your busy schedule to join us today. We will now 
begin the interim financial results briefing for the fiscal year ending March 2025 of transcosmos inc. 

To begin, let me introduce today's speakers. This is Masaaki Muta, Representative Director, Co-president. This 
is Takeshi Kamiya. He is also Representative Director, Co-president. 

 

Today's program will follow the presentation materials for the financial results briefing displayed on the 
screen. First, Mr. Kamiya will explain the interim financial results, and then Mr. Muta will explain the key 
initiatives and progress of our business. Finally, we will have time for questions and answers. 

Now, let me turn the call over to Mr. Kamiya.  

Kamiya: Hello everyone. I would like to begin by explaining the financial results for H1 of the fiscal year ending 
March 31. 
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Let’s start with a summary of the financial results. Consolidated net sales for H1 were JPY185.55 billion, up 
3.1% YoY. Consolidated operating profit was JPY7.13 billion, up JPY1.29 billion YoY, and parent company’s six 
month net profit was JPY4.15 billion, down JPY0.24 billion YoY. 

As a result of increased sales in both CX and BPO services, the net sales increased by 3.1%. Breaking it down, 
CX services grew by 2.6% YoY, and within CX, digital integration, which handles web production, etc., grew 
significantly. In addition, our CX services in South Korea and ASEAN countries grew significantly. Our BPO 
services grew by 6.2% YoY, and this was due to strong sales of both cross-industry and industry specific digital 
BPO services. 

Operating profit increased by JPY1.29 billion, largely due to improved profitability overseas. In the parent 
company segment, operating profit decreased, but the gross profit margin is improving due to factors such as 
increased net sales, progress in price negotiations, and higher capacity utilization, so the profitability of the 
core business is improving. The parent company's six-month net profit decreased YoY due to an increase in 
non-operating expenses and extraordinary losses. 
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This is the overall summary. The overall trend is that the parent company segment saw an increase in sales 
but a decrease in profit, the domestic affiliates segment saw a decrease in sales but an increase in profit, and 
the overseas affiliates segment saw an increase in both sales and profit. 

 

Next, I will explain the consolidated net sales analysis. As for the factors behind the increase in net sales, the 
parent company segment net sales increased by JPY3.04 billion and the overseas affiliates segment increased 
by JPY3.22 billion. As I explained earlier, the parent company segment saw an increase in sales of CX services 
centered on digital integration and overall BPO services. In terms of the overseas affiliates segment, regarding 
China, there has been a decline in the e-commerce business, and China is currently facing challenges. However, 
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due to the increase in sales from subsidiaries in South Korea and ASEAN, as well as the impact of foreign 
exchange fluctuations, overall sales have increased. 

There was a slight decrease in sales from the domestic affiliates segment. However, there are signs of recovery 
at the listed subsidiaries, which had been struggling. As a result, the overall decrease in sales was only about 
JPY20 million. 

 

Next, I will explain the impact of foreign exchange rates overseas. In terms of overseas net sales on a foreign 
currency basis, sales in South Korea and ASEAN increased, but declined in the e-commerce business in China, 
resulting in a decrease of JPY780 million in net sales. On the other hand, the impact of the yen's continued 
depreciation since the beginning of the period resulted in a JPY4 billion increase in sales, leading to a JPY3.2 
billion increase in total. 
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Here are the quarterly trends. The trend for each segment remains the same, but if you look at it by quarter, 
Q2 on the far right shows a 3.7% growth rate from the same period last year, indicating an increase in sales. 
Q1 saw a 2.4% increase in sales, which means that the speed of sales growth has accelerated. 

 

From here, I will explain each service category. We started reporting by service category from Q1 this year. 
Within CX services, we have digital contact center, commonly known as call center, digital integration that 
includes web production, digital promotion through internet advertising, and e-commerce one-stop, the 
outsourcing services covering all aspects of e-commerce. 
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BPO is divided into cross-industry type and industry-specific type. Cross-industry type is a digital BPO service 
common to all industries, such as accounting, human resources, procurement and purchasing, order receiving 
and placing, sales, and IT system operation and maintenance. The industry-specific type is an outsourcing 
service that primarily supports system operations in the construction and manufacturing industries. I will 
explain in these categories. 

 

First, we are analyzing trends in CX services. On the left side, we have a comparison between the interim 
period of last fiscal year and the current period. Starting from the bottom, we have digital contact center, 
digital integration, digital promotion, e-commerce one-stop, and overseas. The growing areas include the 
overseas, e-commerce one-stop, domestic subsidiaries. Digital integration has shown the largest growth rate. 

Compared to the same period last year, the net sales for the six-month period of digital contact center, the 
bottom line, have decreased, but if you look at the trend for each quarter on the right, you can see that Q2 
has turned to an increase in sales compared to the last year, from JPY274.5 million to JPY276.9 million. 
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This is the quarterly trend of BPO. The sales increase of JPY3.93 billion in H1 of this fiscal year was due to the 
growth in sales of services in each segment. From the bottom to the top are cross-industry specific digital BPO, 
industry specific digital BPO, then subsidiaries and overseas. The largest increase in sales is in the second from 
the bottom, industry specific type. Industry-specific digital BPO, mainly in the manufacturing and construction 
sectors, has seen a significant increase in sales. However, there was also an overall increase in sales for other 
services. 
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Continuing on, here are international trends. From the bottom on the left, this chart also shows the sales 
composition for South Korea, China and ASEAN. South Korea is growing significantly due to the growth in sales 
of CX services, which increased by JPY1.84 billion YoY, and even when looking at it on a quarterly basis, growth 
is continuing. 

In China, sales increased by JPY100 million YoY. As I mentioned earlier, the e-commerce business is struggling 
and sales have declined, but there has also been an increase in sales from digital contact centers and a forex 
impact, so overall sales have increased by JPY100 million. However, looking at the quarterly trends, sales in 
Q2 were down compared to the same period last year, so we cannot say that China is on a growth trajectory 
yet. 

In ASEAN, sales of CX services increased to JPY1.68 billion in H1, maintaining a high growth rate. The ratio of 
overseas sales, when calculated on a quarterly basis, is 25.9%, and it has grown to a level close to 26%. 
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Now, turning to operating profit. Overall, operating profit increased by JPY1.29 billion, achieving 22% growth. 
The largest contributing factor was overseas. Both South Korea and China faced significant cost challenges 
and struggled with profitability last year, but improvements in these areas have driven the most substantial 
profitability gains. 

Next, in terms of the domestic affiliates segment, the increase in profits at listed subsidiaries and their group 
companies, mainly due to the return to profit at J-Stream, has led to an increase in overall profits. As I 
explained at the beginning, the gross profit margin for the parent company segment is on an improving trend, 
but due to an increase in SG&A expenses, profits have decreased. 
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Here are the quarterly trends. From Q1 to Q2, the operating profit margin went from 3.3% to 4.3%, which is 
an improvement over last year's Q2 consolidated operating profit margin of 4%, so I believe we can say that 
profitability is on a steady improvement track. 

 

As I just mentioned, we have analyzed the changes in operating profit for the parent company segment. Let 
me begin with gross profit. While there was an increase in sales, the profit margin itself also increased slightly, 
from 19.7% to 19.8%. As you have already seen, increasing personnel expenses in Japan have previously put 
pressure on profitability and the gross profit margin. However, through persistent efforts in price adjustments 
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and negotiations, along with an increase in utilization rates, we have achieved an improvement in the gross 
profit margin that offsets these rising costs. 

As for the SG&A expenses, one of the factors is the increase in personnel expenses due to the trend of wage 
hikes. In addition, as mentioned earlier, our overseas sales ratio has risen significantly.  And due to our 
business structure, the parent company supports the business foundation of overseas business, which is 
expanding, to some extent. 

Because of this, we are making upfront investments in information systems and talent development, which 
results in deterioration of the SG&A-to-sales ratio. So, in total, the operating profit margin deteriorated in the 
parent company segment.  

 

Moving on to the analysis of changes in the parent company segment’s six-month net profit. Operating profit 
is as explained earlier. In terms of non-operating income, a foreign exchange loss was recorded this period. In 
the same period last year, there was a foreign exchange gain, and this difference resulted in a decrease of 
JPY1.38 billion for the current period. 

Regarding extraordinary gains and losses, we recorded valuation losses on investment securities and on shares 
of subsidiaries and associates., resulting in a decrease of JPY810 million. Regarding income taxes, due to a 
decrease in six-month net profit, the tax burden has been reduced. As a result, tax expenses decreased by 
JPY550 million, contributing to an increase in the net profit. The total decrease was JPY240 million. 
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Page 17 shows a summary of the consolidated balance sheet, and I don't think there is anything special to add 
on this.  

 

Page 18 shows the consolidated statement of cash flows, and I don't think there is anything special to be 
noted here either. 
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Page 19 shows information on capital investment, depreciation, and employees, as usual. This concludes my 
overview of the financial results. Next, Mr. Muta will explain our initiatives and progress. 

 

Muta: I would first like to explain our approach to CX services, BPO services, and overseas operations, as well 
as how we are addressing and competing in the field of AI. First, regarding CX services, in the external 
environment, the domestic market for CX services itself has four axes. The web solutions market is advancing 
at an average annual rate of 16.2%, and there is a lot of focus on how the shift to AI in call centers will progress, 
but the annual average is almost unchanged at 0%. 
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The growth rate of online advertising is 15.8%, and 7.5% for e-commerce. The key to our business here is 
consumer trends. Since FY2016, transcosmos has been tracking and analyzing changes in communication 
between consumer and business as well as communication channels through data. 

 

Today, we have an excerpt focusing on changes in consumer behavior. This question asks what channels users 
use to interact with companies over the past year, and the responses are listed in order of usage frequency; 
PC website, stores, smartphone website, phone call, and bulletin/blog/review. We have been tracking this 
since FY2016, so we show the increases and decreases in usage by communication channel. You can see that 
there are quite a few ups and downs, indicated by the arrows, which reflect the changes that have occurred. 
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Change from FY2016 in the top category, this is the actual utilization rate. As for the official site, we compared 
PC and smartphone sites at the same time, and as expected, currently, the use of smartphone sites is nearly 
in line with that of PC sites. I will skip the store channel, and if we look at phone usage, the utilization rate was 
86% in FY2016, which has dropped to 66% in FY2023, indicating a decline of 20%. 

 

However, the fact is that only 46% of consumers are willing to use a phone call. This means that 20% of 
individuals are required to communicate with businesses using the channel they do not prefer. In terms of 
chat, while 53% of respondents intend to use chat, the actual experience rate is only 26%, so 27% of people 
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find themselves having to use a different channel than they initially thought of. This indicates that there is a 
discrepancy between the communication channels that businesses offer and the user's preferences. 

 

One of the things we are trying to do is to create a solution to solve this problem. Another key among them 
is smartphone sites, including PC sites. When people try to solve their problems, they always browse the 
mobile site, and if they can't solve the problem, they make a call. We looked at where people look on the 
website for self-service, and found that FAQs account for 61%, but this goes up to 72% if you include product 
information and event pages.  

Many companies believe that if they create an effective FAQ page, customers will be satisfied. However, in 
reality, consumers are looking at other pages on their websites even more so than just the FAQ. Businesses 
are surprisingly unaware of this, and so we are working on this while explaining the situation to clients. The 
reason for this is that there are users who cannot come up with search terms to find the FAQ page. Additionally, 
more than half of the users prefer to explore the service pages and product pages to fully understand the 
content rather than just seeking specific points, and companies are unaware of this, which is also an issue.  
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Users often face difficulties when attempting to self-solve issues on the web. While they generally conduct 
external searches using an AND search method, it has been found that 50% of users are unable to reach the 
desired pages. This challenge arises primarily from what is referred to as keyword variability. For example, 
even if the keywords that companies create are correct, users don't always type in the correct words, and 
sometimes they type in the wrong words, so we have to understand that. 

For example, if you type in air conditioner trouble you can access the page, but if you type in air conditioner, 
water, and leak, you can't find the page. Companies need to be aware of these problems, and lead users to 
the desired pages. 

The second problem, 62% of respondents cannot reach the page because the web flow, links and UI/UX are 
not working, as described earlier. 43% of the respondents reach the content, but there are those who do not 
understand the information even if they look at it. This includes those who have literacy issues or do not want 
to read if the explanations are too detailed. Therefore, if the site provides appropriate solutions to these 
issues, the user's self-service rate may increase.  
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As shown in this diagram, from counterclockwise, we provide marketing promotion services, and we also 
provide web production services on the largest scale in Asia. We offer hybrid chat service, a combination of 
bot and chat agent service, with about 7,000 workstations in Japan and abroad. As a call center service player, 
we know that voice of the users spread on social media, so we are trying to visualize their feedback as VoC 
data and integrate all VoC. What we want to do by connecting them is to create a model to solve the problem 
on the web, the first point of contact between a company and a user.  
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In fact, we have obtained a patent for that. Basically, from companies’ point of view, if they can solve the 
problem on the web, which is a fixed cost, they don't have to serve customers at call centers, which costs the 
most. Chat actually produces 2.4 times the productivity of call centers. So, we have a model where we try to 
resolve issues on the web or via chat, and try to minimize incoming calls to call centers, and users also prefer 
that. There is a mismatch and gap at the moment, as companies have not implemented these, so we are 
working to resolve this. That’s why we have obtained the patent. 
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This is the flow I mentioned earlier, where we have four major stages of user engagement: information 
gathering, pre-purchase, post-purchase, and reviews. The red section shows analog and real channels, while 
the blue section shows digital channels. From this, we can say that users are primarily moving towards digital. 

I would like to draw your attention to the numbers shown on the right side, 31%, 36%, and 34%. What this 
means is that those who make some kind of inquiry to companies are now 31% of the total, 36% complain or 
make inquiries on social networking services, and 34% are the silent majority. So, it is not enough to rely solely 
on the call logs that companies can collect, and therefore, we are trying to gather the voice of the users on 
social networking services such as X. 

 

Just to give you an example, this is the result of analysis of social feedback, categorizing feedback into positive, 
negative, and neutral using a tool called sprinkler. The positive feedback includes compliments from users, 
which we recommend using internally for enhancing employee satisfaction. Negative feedback can be 
categorized into two major problems. In other words, there are real issues that companies need to address, 
and users’ misunderstandings that must be clarified. The neutral feedback reflects the user's hesitation. So, 
in fact, it is the neutral that we should focus on, and we are using it to integrate all VoC, breaking it down into 
one or two deeper levels. 
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We use this slide to report the result of a simple analysis to clients. In this case, we have analyzed the call logs 
of a toy manufacturer. In the first phase, we worked on reducing the number of general inquiries that needn’t 
be handled by call centers, and then moved on to the second and third phases. We run projects in a way like 
running a PDCA cycle.  
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As I mentioned earlier, our analysis includes external search results, internal UI/UX, the content itself, web 
flow to chat service, and the quality of chat service. We present proposals to companies based on assessment 
on these points.  

 

This is an example of a major retailer that has successfully reduced overall costs and improved usability by 
reducing the number of phone calls by 70% and increasing access to the smartphone site and chat by applying 
our model which I just explained.  

 



 
 

 

Support 
Japan 050.5212.7790    North America  1.800.674.8375  

Tollfree  0120.966.744 Email Support     support@scriptsasia.com 
24 

 

We are currently applying our solution to about 70 companies, and we intend to reach 100 companies by the 
end of this year. 

 

This is a case of Sekisui House's real estate. The company receives a variety of inquiries, and this is another 
success case of a call center that promotes self-service by creating user-friendly front-end, or customer 
touchpoints, such as web and apps, that help users solve problems by themselves. We have been promoting 
our CX services and digital integration to address the gap between consumers and companies. While the call 
center market itself is not showing significant growth, our digital integration service is expanding, and the 
advertising market including e-commerce, is growing. We aim to integrate VoC in a multifaceted approach to 
increase our winning patterns. To achieve this, we are first collaborating both domestically and internationally.  
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As for BPO, as shown in the data here, the market itself has risen by 3.9%, but it feels like it has risen a bit 
more. The number of regular employees is decreasing, and there is a strong trend toward outsourcing. In this 
context, the market where employees have been handling is an area where our services cover. Unlike CX, 
where we provide combined services, our primary focus in BPO is to offer specialized services designed for 
each job.  
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As explained earlier, we provide cross-industry BPO service mainly for corporate back-office, in particular HR 
and accounting. For IT, we offer help desk services, and for production and logistics services, we have SCM 
centers in Kumamoto and Sapporo, so we offer these services with these two bases. 

We also offer sales back-office services. As for business smartsourcing services for the finance and public 
sector industries, we primarily provide document data entry service, a business since our foundation. 
However, most companies and public entities still use printed data, which means that they cannot digitalize 
the front-end. We see significant market opportunities in this area. 

In the construction industry, an industry that faces the so-called 2024 problem, while we have been focusing 

on construction design so far, we now have more projects helping construction processes. In the 

manufacturing industry, we have been providing car design services from before, and we are now seeing 

higher demands in this area.  

 

 

These are some of the case studies in the HR area. Here, we have helped a major transportation company and 
a major retailer from the implementation to operation of a solution called COMPANY.  
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We also established JVs in the areas of human resources and accounting. On the far left, we have a JV with 
Fujitsu, which originally stemmed from Fujitsu's subsidiary, FT HRpro. We have invested 51% in FT HRpro and 
are now managing all HR-related operations for the Fujitsu Group. From Fujitsu's perspective, this allowed 
them to convert fixed costs into variable costs.  

There are two JVs with Toshiba, the company on the left is called TT Human Asset Service, and the company 

on the right is TTPM. Originally, they were split into two companies, one for Fujitsu Group and the other for 

customers. And we have invested 84.9% and 80.5% respectively and are operating them as a management 

body.  

 

The company on the right is Tohoku Electric Power Company. In the areas of general affairs, human 

resources management, accounting, and material procurement, we decided to create a joint company from 

scratch with Tohoku Electric Power. We have 49% stake in the new company, Tohoku Electric Power 

Transcosmos Management Partner Company, and Tohoku Electric Power has 51%. And we are currently 

working on turning fixed costs into variable costs. After that, we are planning to sell the services to other 

companies in the Tohoku region.  

 



 
 

 

Support 
Japan 050.5212.7790    North America  1.800.674.8375  

Tollfree  0120.966.744 Email Support     support@scriptsasia.com 
28 

 

 

As a case study of help desk, we are focusing on lifecycle management. We are providing end-to-end IT 

support for the client from kitting to PC maintenance management at one-stop in collaboration with our 

help desk center located in Tanukikoji, Sapporo.  

 

 

I just talked about the construction industry, which faces a labor shortage, and we have been providing 

support centered around BIM/CIM services so far but there is a shortage of people in construction 



 
 

 

Support 
Japan 050.5212.7790    North America  1.800.674.8375  

Tollfree  0120.966.744 Email Support     support@scriptsasia.com 
29 

 

management. This slide shows an example where we created a solution with a major construction company 

to meet the needs in the construction management area, such as digitalization and visualization using 

cameras. We are now delivering the solution in the industry. I have covered the BPO services, and it's 

essential to explore how we can deepen our expertise in specialized areas and create competitive 

advantages over competitors. What makes it different from CX is that there are fewer competing players. CX 

is a very competitive market, with many players in the call center and advertising industries, so we are 

shifting our position to a company with combined CX services. In BPO, there are few competitors and the 

specialized fields are very difficult, so we are going to strengthen our winning patterns by delving deeper 

into these areas.  

 

 

 

Overseas, we have 145 bases in Asia. Since it is said that growth in the global economy comes from Asia, we 
are razor focused on further strengthening our position in Asia.  
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As you can see, this slide shows global companies with which we have business in multiple countries. 

Country names on the slide indicate their home country; US companies, South Korean companies, Chinese 

companies and Japanese companies. The number in parentheses indicates the number of countries we 

deliver services to each client using our bases. We are expanding our business with global players as we 

have multiple bases in Asia.  
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Globally, we have been focusing on CX services to date. As for BPO, we are expanding our global BPO 

services, using Malaysia as a hub, and we have many orders for our BPO services today.  

 

 

We understand that there are various discussions about whether AI and digital technology are enemies or 

friends for transcosmos business. We are willing to embrace cannibalization, even if it means reducing our 

workforce, as we work to establish our position in the market. In fact, there are two main areas where AI is 

being used; in customer support and in internal business processes, and we are focusing on both of these 

areas. 
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As I have explained in the CX service presentation, we are developing trans-DX, a platform that supports 

digital front of customer touchpoints using VoC. And we have deployed generative AI using OpenAI’s model 

for chatbot services. The platform has already been developed in Japan, China, and South Korea. We are in 

the process of strengthening the bot services and have already released the platform as our service.  
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This is tsuzumi. The generative AI we deployed in the previous case is based on OpenAI’s model, but we also 

utilize domestic LLM like tsuzumi. tsuzumi comes with much fewer parameters compared to OpenAI, the 

difference is roughly 1 to 20. In addition, OpenAI charges per token, so if OpenAI raises prices even slightly, 

it can immediately affect our business model, which is quite risky. We are confident with this domestic 

product, tsuzumi, that it works for clients’ products whether they are corporate clients or consumers, even 

with 1/20 parameters compared to OpenAI’s model. And this comes with fixed pricing. So, we are aiming to 

assist both users and companies, supporting both models.   

 

 

 

 

We deliver Translingo SMART, a service equipped with a multilingual automatic translation feature, which 

supports 15 languages. We have developed this service to enable even Japanese agents to handle inquiries 

in multiple languages. We currently support one to two languages, and we believe this model can support 

up to 15 languages.  
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We are also utilizing AI in BPO services. In the user support desk service category, we have our own solution 

that can centrally manage all inquiries, and we have enhanced and released a model that utilizes AI to 

further enhance our support capabilities.  

 

 

This is a case study in the CX domain. We also utilize AI internally in two approaches; one for management 

and the other for agent support.  
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For example, in the management area, shown on the lower left-hand side, we began to use AI for training 

and support, escalation, improvement planning based on analysis, and automatic generation and update of 

Q&A.  

 

We also offer agent assistant features, shown on the right-hand side, providing real-time recommendations 

to agents to support chat inquiries, checking the quality of information to prevent insufficient and 

erroneous responses, and taking logs and analyzing conversations. With these features, we are reducing the 

time required for this process, saving processing time that used to be handled by agents. In fact, for the 

fourth point, we use AI for evaluation of agent service quality.  

 

 

 

This slide shows how we digitize analogue data with AI-OCR, a service we have been providing from before. 

However, in the real estate industry, property information is contained in documents created by real estate 

company staff in each region, so information such as address, area, and what is currently being built comes 

in a different format. Therefore, even using AI, the digitization process always involved a manual correction 

process of about 30%.   

 

And if the real estate sales office is in charge of this process, their staff cannot enter data in real-time during 

busy periods. So, in many cases, when users check digital information, they cannot find the data even 

though the data actually exists. Here, we have been supporting the manual process digitizing data with AI-

OCR, but the manual process still remains. So, we now use AI to determine the coordinate axis and let it 

make judgment, it enables us to convert analogue into digital correctly up to about 98% or 99%.   
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We have released our AI-OCR solution, which is quite groundbreaking, reducing manual processes down to 

1% to 2% of verification and correction. Since there are many such documents, we are planning to deliver 

the service across industries.  

 

 

This is a result of our user status survey on AI usage in communication. We have not released this to the 

public yet. I have presented our latest report that we released in the CX services presentation, but this one 

has not been released yet, and I have brought a few pages from there.  

 

We are planning to show more about the actual state of communication using generative AI, but what I 

want to say with this slide is that users have a lot of experience using generative AI in customer support 

areas in various ways. But as you can see, their satisfaction level is low, less than half. Therefore, it is 

essential to combine AI with human support, as in reality, users are not satisfied. 
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The same goes for this. The intention to use AI is 53%, but AI cannot solve their problems. In other words, 

when users communicate in text with chatbots alone, they cannot solve their problems as they cannot get 

appropriate answers, and they don’t want to use the chatbot service as it only covers limited scope. This is 

the reality. For this reason, we are aiming to create a system that allows users to complete their problem-

solving process even in a text-based communication.   

We are fully aware of users’ wants and needs. And we are currently working on providing comprehensive 

services from web, chat, call center, to social by communicating users’ voices to companies.   
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In relation to this, we are running business while developing digital talent who can work on Salesforce, AWS, 

GCP, and other digital tools.  

There are still many things we need to do. But there will be more that we can do going forward by further 

growing our revenues by firmly grasping the needs of the market, as well as competitors’ moves, and 

meeting needs. We are committed to advancing our initiatives both in Japan and overseas.  

That is all from me. Thank you.  

[END] 

______________ 

Document Note 

1. This document has been translated by SCRIPTS Asia.   
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