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Working with Our Customers

Connecting with customers

Being a global company, the JVC Kenwood Group holds various events in each country to interact with many
stakeholders.

I Interacting with Customers in Showrooms I Interacting with Customers at Product Study Meetings

Showrooms are not When a new product comes

just a place to explain out, product study meetings % f N

are held in each country B KENWOOD
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our products. They are

important venues where for retailers and dealers.
) ) Car electronics product study
we can listen to what Besides teaching about the meeting in S. Africa.

customers want and show features and functions of the

them first hand how to use our products. new product, we also listen
to their wants and deepen

I Interacting with Customers at Trade Shows around the World their understanding of the
product.

The JVC Kenwood Group provides a booth at trade shows
in various countries such as CES and IWCE in the U.S. to

meet many customers while introducing our products.

Everio camcorder study meeting in Egypt.

I Interacting with Customers Through Sports PR

We give excitement and inspiration to customers in various
countries by promoting sports. We support a NASCAR
racing team in the U.S. and we are the main sponsor for
beach soccer and other events. We also support sporting

events by providing audio and visual equipment.
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CEATEC in September 2008 in Japan. Curling in Canada. NASCAR racing in the U.S.
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Giving our Customers Peace of Mind

The JVC Kenwood Group is going the extra mile to improve the quality of products throughout their entire
lifecycle, from planning, to production, shipping, sales, use, and disposal, all to provide products that people

will love and can use worry-free for many years.

I Assuring Product Quality

To obtain maximum customer satisfaction, the JVC
Kenwood Group works with all of its employees to offer
high-quality products and services. Our vision is to
provide our customers with a pleasant surprise and lasting
impression with our products and services.

Also, to offer the same high product quality to the
customer regardless of where the product was
manufactured, all
of our operation
bases in Japan
and overseas
have received ISO
9001 certification
for product quality
management
systems. Our

car electronics
operation also
has TS16949
certification.

All new products
undergo a myriad
of reviews after \ i
the product design  Parts certification using an electron microscope.
and evaluation and before it goes into production. The
product is inspected from the customer’s point of view, for
operation, safety and servicing ease, and for any problems
which occurred before.

Product quality also hinges on the product’s parts. A
system to approve and standardize the quality of parts

is also in place. Parts which passed quality evaluations

are registered as standard parts and incorporated in the
design to improve product quality.

Also, by collecting product repair data from all countries,
we can analyze the statistics and promptly identify signs of
product-quality problems. This feedback is then given to
the product development department. With this product
quality data analysis system, we can prevent the problem
from occurring again.

18

I Products Reflecting Customer Feedback

To earn maximum customer satisfaction with our products
and services, it is important to reflect more customer
feedback into products and services. This is to establish a
quick and close relationship of trust with the customer.

To help reflect customer feedback into products, we
implement product development centering on the
customer, based on the concept of “Human-Centered
Design Process.”

Among various product development processes, besides
using everyday
feedback from
customers, we
also conduct
surveys with
customers or
monitors inside

and outside the

User tests.

company. We also
conduct usability evaluations with prototype products.
After understanding how users actually use the product
and understanding their wants and needs, we plan,
design, and evaluate the product.
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Improving Customer Satisfaction

I Complete Customer Support I Improved Product Service System

The customer relations department responds to customers QOur service division provides training for customer support
with the motto, “Be correct, kind, and prompt.” and servicing skills. This lets our employees provide quick
To handle the increasing number of customer inquiries and precise service to increase customer satisfaction,

and technical questions about digital equipment, we are trust, and peace of mind.

improving our knowledge database and training personnel We also provide support to retailers by supplying parts and
to attain a higher level of digital equipment expertise and providing technical guidance.

customer support skills. In addition, for new products, we In addition, the large

maintain a close link with the relevant departments so we amounts of service

can promptly inform them about any signs of problems information in the market

concerning product safety or quality as discovered by is quickly circulated within

customer feedback. the company to improve

We also use a customer feedback information system to the quality of products.

sort and analyze customer questions and demands. Then The JVC Kenwood Group

we forward the information to the relevant departments. is actively working to

This feedback is used to improve products and services. save the environment

based upon our
corporate environmental

guidelines. Our business is
environmentally conscious ~ S°"viee eenter
and conforms to ISO 14001. We instituted the use of lead-

free solder in early efforts to protect the environment.

Outside Japan, the local sales and product-servicing

Customer relations department (Germany on the left and Japan on the right.)

companies faithfully carry out sales and servicing in their
respective areas.

Being in the Customer’s Shoes

e Award system

Once a year, the “Product Creation Exhibition” is held for employees. In the “Customer’s Viewpoint” category, an award
is given to products which contributed to the company’s business and satisfied users reflecting customer feedback in
the product’s development.

e Encouraging official certification
To nurture personnel who put the customer first, we annually produce employees who obtain certification as a
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consumer-living advisor, consumer electronics advisor, or engineer.

e Customer feedback experience

All employees, including technical staff, undergo the experience and training of
directly hearing the customer’s voice at the customer support center. This is to
help them realize the importance of customer service. The top executives also

have dedicated customer support desks so they can directly hear customer ;
feedback themselves. Experiencing the customer support center.
The technical staff also trains and works at the service department to help them

design better products.
\ J
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Providing Enticing Products through Our Core Business

We contribute to society through our work by providing inspiration and happiness with the products people

use in their daily lives. This is the JVC Kenwood Group’s responsibility to society. Ever since our founding, we
have refined audio, visual, and wireless technologies to create products that satisfy our customers.

I Professional Equipment at Work Around the World

There are many people working everyday to maintain the safe living environment in our communities that we take for granted.

For example, large shopping malls, schools, police stations, fire departments, and rescue teams are supported 24 hours a

day by public-address systems, security cameras, wireless communications, and more.

Public-address and Security System for Safe Schools

To provide a safe learning environment for students,
many schools are using the Emergency Communication
PA System that incorporates a security recording system
developed by JVC and an FM transceiver developed by
Kenwood. The security system monitors and records

all areas of the school with a clear picture day and

night. During emergencies, the FM transceiver can be
used to make school-wide announcements or to order
evacuations. The FM transceiver can also be used for
ordinary communications between the school office and
school grounds to support a safe school environment.

Kenwood:

Surveillance Camera and Digital LMR System Used at
the Hokkaido Toyako G8 Summit

At the G8 Summit held at Lake Toya, Hokkaido during
July 7-9, 2008, the TK-S686-series surveillance camera
developed by JVC and the NEXEDGE™ digital LMR
system developed by Kenwood helped to support the

operation of the summit meeting.
The surveillance camera was highly rated by the Ministry
of Foreign Affairs for its almost unnoticeable silent and
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smooth operation and clear picture. The Ministry also
highly favored the Digital LMR for its high reliability, private
communications function, and low noise. This is why the
system was chosen for the summit.

Surveillance camera
“TK-S686" series

Digital LMR “NEXEDGE™" series
200 portable wireless devices and
three base units used

“VolP Radio Dispatch System” Wireless Transmitting

Via the Internet

Zetron, a Kenwood Group company producing wireless
systems in the USA, developed the “VolIP radio dispatch
system.” This system connects wirelessly to an IP network
by using VoIP technology on LAN and WAN to transmit
voice data between a base unit radio and a PC. By just
installing an application in a normal personal computer it is
possible to make operations more efficient and to reduce
labor and costs for system configuration, eliminate areas
where transmission is not possible, increase the area

customers need to communicate, and control transmitters

in remote areas.

Special low-power
radios for local
base units

Special low-power;
radios for mobile
transmitters

Special low-power
radios for local
base units

Router
(SW/HUB)

e

Special low-powerf
radios for mobile
transmitters
Internet connection
Gateway

JVC
Surveillance camera

“VolP radio dispatch system” developed by Zetron



Radio Equipment for the Police, Fire Department, and

Other Public Agencies

Since its founding, Kenwood has been developing

radio communications equipment using high-
frequency technologies. It now ranks second in the
global market (centering on the U.S.) for public
safety communications equipment used
mainly by the police and fire departments.
Also, by conforming radio equipment closely to
the respective country’s radio-

™

wave regulations, we can offer

safety communication tools
to developing countries to suit various needs including

Kenwood TK-5210/5310 conforms to the P25 standard for digital public safety
radio communications used by police and fire departments and other public
agencies in the U.S.

satellite communications.

24/7 Emergency and In-house Address System at

Large Shopping Malls, etc.
Marketed in April 2008 by JVC, the EM-A842D/A822D
is the industry’s first digital power amp to work with

emergency public-address equipment. Compared to an

| analog amp, the digital power
amp consumes about 60%

less power and occupies about
80% less space. Public-address
systems, which have been
increasing in scale in buildings,

can now be made more compact.
It helps to create a
pleasant and reliable

sound environment.

JVC Digital Power Amp for Emergency and Office Broadcasting
EM-A842D/A822D
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Optimum Wireless System for Communications in

Schools, Shops, and Offices

JVC'’s diverse lineup of professional, wireless microphones
can suit a variety of needs:
Portable wireless system for a compact and
lightweight public-address system.
800 MHz wireless system compatible with the existing
system.
Optical wireless system resistant to eavesdropping
and signal noise.
Wireless intercom system for two-way
communications.

JVC Optical Wireless System
WT-PH50

Highly-reliable, Professional Camcorder Featuring

High Image Quality and Easy Handling

Professional camcorders
need to be quicker, more
versatile, and have higher

performance and image quality . ;:- f
than consumer camcorders. ! L
In 2009, JVC marketed the GY-HM100/700 memory card
camcorder compatible with Apple’s QuickTime file format
and MP4 format. These file formats are widely used in
professional, non-linear editing systems. This camcorder
greatly improves usability throughout the entire workflow
from shooting to editing. It is a global product meeting the
needs of video

production.

JVC Memory Card Pro HD Camcorder
GY-HM700
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