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A look at our CSR activities, our foundation 
for sustainable growth

 On the CSR-related pages of Annual Report 2013, 
reporting focuses on initiatives that are strongly 
connected to the expectations of society and the 
responsibilities of the ANA Group. The CSR-related 
pages on our website provide more detailed information, 
as well as items not included in the Annual Report. 
 We will continue to update the website and to make 
efforts toward timely disclosure of information.

http://www.ana.co.jp/eng/aboutana/corporate/csr/

Items Published on the Website

Responsibility of the ANA Group Large
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The ANA Group’s CSR

Our Aims for CSR

Mission Statement
 “Security and Trust” is the ANA Group’s unwavering 
promise to its customers. It defines the core of our entire 
operation and is our solemn responsibility. “The wings 
within ourselves” are our desire to continually rise to new 
challenges, contribute to the strong rebirth of our organiza-
tion and always be there for our customers. The ANA Group 
pledges to transcend generations in support of developing 
our global community and fulfilling the hopes and dreams of 
present and future generations.

Management Vision
 Moving toward a new era, we aim to become the 
customer’s first-choice airline and to establish a continuing 
position of global leadership. In a bid to raise customer 
satisfaction, we aim to bring out the smiles in as many of our 
customers as possible. We will strive to continue to develop 
as a strong and independent company by creating maximum 
value for our customers, our stakeholders and ourselves.

ANA’s Way
 ANA’s Way represents the core values necessary for our 
Group to achieve the goals set forth in our Mission Statement 
and Management Vision. It was created through a wide network 
of dialogue and discussion and is the collective effort of all of 
our Group employees. Spearheaded by the Group Culture 
Promotion Office, which was established in April 2012, ANA’s 
Way was drawn up over the course of a year using surveys and 
workplace discussions in order to incorporate the broad range 
of opinions held by the employees who carry out the ANA 
Group’s activities. “Trustworthy, Heartwarming, Energetic!” is the 
motto that was born from our efforts to determine what makes 
the ANA Group special. We will continue to keep these words 
firmly placed in our hearts. We will share and disseminate ANA’s 
Way throughout the Group through various measures, both 
from the top down and the bottom up. By reinforcing our 
strengths, our combined effort will give rise to an even higher 
quality of product and service than ever before.

 We believe that providing security to and earning the trust of society through communication with our diverse stakeholders 
as well as growing sustainably and helping to create the society of the future are the corporate social responsibility (CSR) goals 
we should aim for. We will make our Mission Statement a reality by pursuing value that only the ANA Group can provide in our 
daily business activities, thus meeting the expectations of our stakeholders.

Conceptual Framework of the ANA Group’s New Mission Statement 

 We established a new Mission Statement, Management Vision and Course of Action (ANA’s Way) to make clear our aims for the 
entire ANA Group on the occasion of the sixtieth anniversary of the founding of ANA and our shift to a holding company structure. 
With the new Mission Statement framework as our foundation, we strive toward our objectives with a strong will and teamwork.

Mission Statement

Built on a foundation of security and trust,

“the wings within ourselves” help to fulfi ll the hopes

and dreams of an interconnected world.

ANA’s Way

To live up to our motto of “Trustworthy, Heartwarming, 
Energetic!”, we work with:

❶  Safety: We always hold safety as our utmost priority, 
because it is the foundation of our business.

❷  Customer Orientation: We create the highest possible 
value for our customers by viewing our actions from their 
perspective.

❸  Social Responsibility: We are committed to contributing 
to a better, more sustainable society with honesty and 
integrity.

❹  Team Spirit: We respect the diversity of our colleagues 
worldwide and come together as one team by engaging 
in direct, sincere and honest dialogue.

❺  Endeavor: We endeavor to take on any challenge in the 
global market through bold initiative and innovative spirit.

Management Vision

It is our goal to be the world’s leading airline group

in customer satisfaction and value creation.

ANA Group Code of Conduct

http://www.anahd.co.jp/en/csr/group

The Code of Conduct sets out our promises for each 

category of stakeholders.

ANA HOLDINGS INC.
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Basic Approach

 While incorporating stakeholder needs and opinions into our corporate activities, we will strengthen activities to maintain and 
increase corporate value throughout the ANA Group.

The ANA Group’s Responsibilities Major Means of Dialogue

Customers

Shareholders and 
Investors

Business Partners

Employees

Public Authorities

Communities

The Environment

◆  We raise the level of security and trust with safety as our unequivocal mission in all our 
businesses.

◆  We aim to be the world’s leading airline group in customer satisfaction by creating new 
value while taking our customers’ viewpoints at all times.

◆  To increase shareholder value, we are constructing a strong enterprise that is able to generate 
stable earnings and provide a continuous return on investment.

◆ We conduct timely and appropriate disclosure of corporate information.

◆  We conduct honest and fair trading while maintaining legal and regulatory compliance based 
on the ANA Group Purchasing Policy, and voluntarily practice CSR-based procurement.

◆  We value our partnerships with our trading partners, cooperating and alliance companies and 
other organizations, and aim to grow with them while working together to realize a sustainable 
society.

◆  By respecting human rights and supporting independent growth and diverse working styles, 
we aim to be a corporate group where our employees can display their capabilities through 
motivated work irrespective of age, gender or nationality.

◆  We fulfill all legal and regulatory compliance, tax and other obligations.

◆  We provide cooperation and support for the sustainable development of Japanese and global 
society through means such as maintaining and expanding the distribution of goods and 
 transport of people on domestic and international routes and revitalizing regional economies.

◆  We contribute to community development with initiatives to resolve social issues through both 
business and volunteer activities. 

◆  We continue to conduct activities to encourage reconstruction in cooperation with NGOs, NPOs 
and communities.

◆  We humbly recognize the environmental impact of our business activities, and implement 
 initiatives that reflect our constant attention to what we can do for the sake of humankind 
and the Earth to achieve a sustainable society.

◆  We are aiming to be a leading eco-friendly airline by steadily carrying out our medium-to-long-
term ecology plan, ANA FLY ECO 2020.

• Customer Service Desk

•  ANA Disability Desk for passengers who require 
assistance

• Customer Satisfaction Survey

• Written in-flight comments 

• Group interviews

•  General Meeting of Shareholders and investor 
presentations

• Investor relations activities

• Questionnaires about socially responsible investment

• Publication of the ANA VISION booklet for shareholders

• Briefings and training, meetings for opinion exchange

• Questionnaires for business partners

• Worksite tours

• Projects with airline alliance partners

• Intranet, web-based internal newsletter 

• Employee Satisfaction Survey

• Internal reporting desk (Helpline Desk)

• Labor and management conferences

• Education and training

• Activities through industry organizations and the IATA

• Providing opinions in government councils

• Joint public-private sector projects

• Volunteer activities

•  CSR lectures and educational support for the next 
generation 

•  Opinion exchange with NGOs and NPOs

• Various environmental programs 

• Environmental communication activities

•  Disclosure of information through our annual 
report, website, etc.

ESCS

Customers Shareholders/
Investors

Environmental and 
Social Initiatives

Financial Responsibility

Employee
Satisfaction
(motivation
 enhancement)

Customer
Satisfaction
(quality
 enhancement)

Compliance Responsibility

Safety Responsibility

Global Environment

Employees

Public
Authorities

Business
Partners

Communities

n

▶ Activities That Raise Corporate Value Using
 the ANA Character

We proactively implement initiatives that address environ-
mental and social issues with the aim of creating a society 
that can pass along its heritage to the future.

▶  Activities That Improve Customer and 
Employee Satisfaction

We concentrate on activities that protect and increase 
corporate value in working to raise customer and employee 
satisfaction.

▶ Activities That Protect Corporate Value to  
 Ensure Peace of Mind and Confidence

We prioritize safety in our business activities and ensure 
compliance. We thoroughly manage risk in our business 
operations and fulfill our economic responsibility.

Annual Report 2013

▶Relationships with Stakeholders
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 Our CSR activities to date have centered on safety. 
With our shift to a holding company structure, we have 
established the Medium-Term CSR Policy as a concrete 
set of guidelines to align the orientation of all ANA Group 
executives and employees around the world, and to 
respond to the trust and expectations of our stakeholders.
 Based on ISO26000, a set of international guidelines for 
CSR, and taking into consideration issues brought to light 
from an analysis of the current situation and exchanges of 
opinion inside the Group and with experts, the Medium-Term 
CSR Policy identifies eight priority issues that the ANA Group 
must give precedence to in order to make its Mission 
Statement a reality. With this CSR Policy at its core, our 

ANA Group FY2013-2015 Medium-Term Corporate Strategy 
will entrench CSR management more deeply throughout the 
ANA Group to raise the Group’s corporate value.
 We drew up a Three-Year Roadmap for CSR in April 
2013 to systematically carry out activities for realizing the 
CSR Policy. With 2013 designated as the year for fortifying 
our foundation, we are reviewing our Groupwide structure for 
CSR promotion and the content of our actions to date as we 
enhance our ability to steadily resolve issues at each Group 
company and workplace.

Management Strategy and Medium-Term CSR Policy (Priority Issues)

Participation in the UN Global Compact

 Since 2008, the ANA Group has participated in the United Nations Global Compact and incorporates 

its ten principles in the areas of human rights, labor, the environment and anticorruption in business 

 activities and has disseminated the rationale for the Group’s participation. In conducting CSR at a global 

level, each and every one of us in the Group around the world embraces and supports these principles by 

observing international norms and fulfilling social responsibilities with fairness and integrity based on the 

same values.

Medium-Term CSR Policy Objectives

1 Pursue safety and security
In addition to safe flights, put safety first in all business processes and strengthen measures to raise customer safety, 

such as providing appropriate information.

2
Provide services and products that seriously consider 
customers and society

Proactively provide services and products that take into account changes in customers and society, and contribute to 

customer satisfaction and resolution of the issues society faces through our business.

3
Create an environment where diverse employees can 
work energetically

Create workplaces for motivated work with a sound mind and body that allow mutual respect for the human rights and 

diversity of employees and society.

4 Promote CSR in cooperation with business partners
Strengthen the structure for activities in consideration of legal compliance, human rights, the environment and other 

factors throughout the supply chain.

5 Establish CSR management on a global level
Strengthen the CSR promotion system from the perspective of global Group management. Enhance the risk manage-

ment structure and raise the compliance awareness of all Group employees without fail.

6 Reduce environmental impact
Ascertain and disclose the effect of overall business activities on the environment and work to reduce impact in areas 

such as CO2 emissions.

7
Conduct social contributions that vitalize 
local communities

Make the most of the strengths of the ANA Group to contribute to the development of local communities in Japan and 

overseas and build a good relationship with those communities.

8 Strengthen communication with stakeholders
Increase corporate soundness with proactive, appropriate and timely disclosure. Also, conduct dialogue and coopera-

tion with our diverse stakeholders.

ANA HOLDINGS INC.

▶ANA Group Medium-Term CSR Policy
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 The top management of ANA Holdings displays leader-
ship in promoting CSR through a structure consisting of the 
CSR Promotion Committee as its focal point with the 
President and CEO at the top and headed by the Executive 
Vice President in charge of CSR promotion. To carry out 
the Medium-Term CSR Policy, a PDCA cycle based on the 

policy must be put in motion at each Group company and 
workplace in a form suited to each respective organization. 
The CSR Promotion Office of ANA Holdings cooperates 
organically with each organization and works to raise the 
level of CSR management quality of the entire ANA Group.

The CSR Promotion System and PDCA Cycle

The ANA Group’s CSR

 ANA has been continuously selected for inclusion in the 

FTSE4Good Index since 2006 and in other major indexes, the 

Morningstar SRI Index “MS-SRI” and the Dow Jones Sustainability 

Asia Pacific Index, since 2008. Examination of our own CSR activities 

based on these external evaluation items and results has led to 

 further improvements.

(As of March 2013)Checklist Details:

Inclusion in Socially Responsible 
Investment (SRI) Indexes

Annual Report 2013

PLAN DO

ACT CHECK

ANA Holdings
• Promote Groupwide measures

•  Ascertain conditions at each organization and provide 
 support; promote lateral spread of best practices in 
the Group

Companies/Workplaces
•  CPLs principally conduct education and raise awareness, 

identify issues and work to resolve them throughout the year

ANA Holdings
•  Identify priority issues for the ANA Group with reference to 

the results of internal and external checks, international 
trends in CSR, etc., and reflect them in strategies for the next 
fiscal year

Companies/Workplaces
•  Analyze the results for organizational checks and draw up 

countermeasures and reflect them in plans for the next 
 fiscal year

ANA Holdings
•  Ascertain Groupwide issues and at each organization 

through employee CSR awareness surveys, risk manage-
ment activities, etc.

•  Assess progress through dialogue with stakeholders and 
evaluation results from CSR rating organizations, socially 
responsible investment indexes and other sources

Companies/Workplaces
•  Self-assessments within each organization based on 

employee CSR awareness surveys 

•  Regular assessment of progress with the CSR Promotion 
Office, internal audits by the Group Internal Auditing Division 
and external audits

ANA Holdings
•   Check progress, deliberate and decide on policies/plans of 

the CSR Promotion Committee directly under the President 
and CEO of ANA Holdings

Companies/Workplaces
•  Decide targets/measures for implementation based on the 

CSR Policy, which are reflected in respective action plans

•  Under the leadership of a CSR Promotion Officer, a CSR 
Promotion Leader (CPL) principally appointed in each organi-
zation draws up measures suited to his/her own organization




