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http://www.fielding.co.jp/
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18 3 3 17 4 1 17 12 31
@
18 3 165,815 5.7 6,442 9.0 6,645 9.0
17 3 175,882 2.6 7,083 33.6 7,299 31.8

17 3 241,539 11,458 11,693

1
1

18 3 4,477 2.8 82 10
17 3 4,607 23.6 84 48

17 3 4,340 79 27

16 20
17
O]
1

18 3 123,222 59,544 48.3 1,001 77
17 3 122,819 56,980 46.4 1,044 74

17 3 123,343 56,721 46.0 1,039 68
18 3 6,111 1,696 3,272 10,532
17 3 1,995 3,109 1,205 3,054

17 3 1,175 4,127 1,223 2,838

18 3 17 4 18 3 3

244,000 12,000 8,000
146




17 10 17 12 31

1
18 54,401 5.6 1,950 25.1 1,931 26.2
17 57,650 3.8 2,604 4.8 2,618 8.3

1

18 1,261 25.8 23 13
17 1,699 14.1 31 17

2
18 2,372 666 4,089 10,532
17 979 1,052 797 3,054




18

26

18 3
18 3 17 3
3 3
17 4 1 6 4 1
17 12 31 16 12 31
165,815 175,882 10,066 5.7
6,442 7,083 641 9.0
6,645 7,299 653 9.0
4,477 4,607 129 2.8
82.10 84.48 2.38 2.8
18 3 17 3
3 3
17 12 31 6 12 31
123,222 122,819 403
59,544 56,980 2,564
18 3 17 3
3 3
17 10 1 16 10 1
17 12 31 16 12 31
54,401 57,650 3,248 5.6
1,950 2,604 653 | 25.1
1,931 2,618 687 | 26.2
1,261 1,699 438 | 25.8
23.13 31.17 8.04 | 25.8
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17 4 1 7 12 3
Customer Satisfaction
2002 J.D.

Corporate Social Responsibility
1,658 15

66 45 9.0% 44 77

9.1% 739 50

2.8% 918 65
11
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12 31
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195 1,144

441
Customer Relationship
Management
17 4 17 12 31
105 32 74 78
66 81 61 11
81
13 97 54 47
16 9% 14 13
10 42
2 72 4 77
17 1 18 3 31
( 17 10 27
3
3
3




18 3 17 3
3 3 17 3
17 12 31 16 12 31 7 3 31
97,529 [ 79.1 96,909 78.9 620 97,192 | 78.8
5,532 2,852 2,679 2,837
5,000 201 4,799 0
50,851 56,744 5,893 61,697
25,915 25,561 354 24,258
6,731 7,588 856 6,713
3,601 4,034 432 1,764

103 74 29 80
25,692 [ 20.9 25,910 21.1 217 26,151 | 21.2
4,826 3.9 5,359 4.4 532 5,100 4.1
5,693 4.7 3,968 3.2 1,725 4,661 3.8
15,172 | 12.3 16,582 13.5 1,410 16,388 [ 13.3
6,076 4,421 1,654 5,189
4,598 6,955 2,356 6,032
4,687 5,528 840 5,312

191 323 132 146
123,222 | 100.0 122,819 | 100.0 403 123,343 | 100.0
47,115 38.3 48,095 39.2 979 50,645 41.0
28,682 31,927 3,244 36,789
4,900 4,900
6,040 6,603 562 8,783
2,711 3,938 1,226 590
4,780 5,626 845 4,480
16,512 | 13.4 17,743 14.4 1,231 15,976 | 13.0
16,508 17,718 1,210 15,950

1 7 6 7

1 3 1 3

0 13 13 14
63,627 | 51.7 65,839 53.6 2,211 66,621 | 54.0

50 0.0 50
9,670 7.9 9,670 7.9 9,670 7.9
10,161 8.2 10,161 8.3 10,161 8.2
39,706 | 32.2 37,149 30.2 2,557 36,882 29.9

0 0.0 0 0.0 0 7 0.0

7 0.0 7

0 0.0 0 0.0 0 0 0.0
59,544 | 48.3 56,980 46.4 2,564 56,721 | 46.0
123,222 | 100.0 122,819 | 100.0 403 123,343 | 100.0
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4 1
16 12 3
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17 3

6 4 1
7 3 3

165,815 | 100.0 175,882 | 100.0 10,066 5.7 241,539 | 100.0
140,400 | 84.7 149,142 | 84.8 8,742 5.9 204,129 | 84.5
25,415 | 15.3 26,740 [ 15.2 1,324 5.0 37,409 | 15.5
18,972 11.4 19,656 | 11.2 683 3.5 25,951 | 10.8
6,442 3.9 7,083 4.0 641 9.0 11,458 4.7
295 0.2 354 0.2 59 16.8 418 0.2
91 0.1 139 0.1 47 34.0 182 0.1
6,645 4.0 7,299 4.1 653 9.0 11,693 4.8
99 0.1 99
64 0.1 51 0.0 12 25.3 4,481 1.8
6,681 4.0 7,247 4.1 566 7.8 7,212 3.0
2,479 1.5 3,696 2.1 1,217 32.9 2,136 0.9
1,691 1.0 1,691
1,420 0.8 1,056 0.6 2,477 735 0.3
5 0.0 5
4,477 2.7 4,607 2.6 129 2.8 4,340 1.8




18 3 17 3
3 3
70 1 6 10 1
71 31] 6 12 31]
54,401 | 100.0 57,650 | 100.0 3,248 5.6
46,005 | 84.6 48,324 | 83.8 2,318 4.8
8,396 | 15.4 9,326 | 16.2 929 | 10.0
6,446 | 11.8 6,722 | 11.7 275 4.1
1,950 | 3.6 2,604 | 4.5 653 | 25.1
9| 0.1 61| 0.1 2| 36.3
57 0.1 46| 0.1 10| 23.4
1,981 3.6 2,618 | 4.5 687 | 26.2
51| 0.1 51
1,981 3.6 2,567 | 4.4 635 | 24.8
683 | 1.3 1,98 | 3.4 1,302 | 65.6
9| 0.0 1,118 1.9 1,108 | 99.2
3| 0.0 3
1,261 2.3 1,699 | 2.9 438 | 25.8




18 3 17 3
3 3 17 3
7 4 1 6 4 1 [ 6 4 1 ]
7 12 31 ] 16 12 31 ] 17 3 31
6,681 7,247 7,212
1,308 1,074 1,492
10,846 9,686 4,733
1,657 507 1,810
8,109 11,020 6,158
2,743 2,026 152
153 255 3,216
6,480 5,214 6,028
1,770 7,218 7,211
1,397
4 7 7
6,111 1,995 1,175
282 1,324 1,807
2,195 1,828 2,412
604
176 43 92
1,696 3,109 4,127
4,900
0 0 0
1,627 1,205 1,223
3,272 1,205 1,223
7
7,694 6,310 6,526
2,838 9,364 9,364
10,532 3,054 2,838




18 3 17 3
3 3
17 10 1 16 10 1
17 12 31 ] 16 12 31 ]
1,931 2,567
496 396
6,047 203
426 1
3,018 836
2,353 1,305
605 1,801
3,282 2,825
1,205 1,845
294
0 0
2,372 979
161 266
563 757
58 28
666 1,052
4,900
0
810 797
4,089 797
5
5,800 870
4,732 3,924
10,532 3,054
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18 3 17 3
3 3
17 4 1 6 4 1
17 12 3 ] 16 12 31 ]
% % %
74,373 44.0 82,508 46.6 8,134 9.9
94,467 56.0 94,592 53.4 124 0.1
168,841 100.0 177,100 100.0 8,259 4.7
18 3 17 3
3 3
17 12 3 6 12 31
% % %
9,162 48.2 9,317 52.2 154 1.7
9,850 51.8 8,519 47.8 1,330 15.6
19,013 100.0 17,837 100.0 1,175 6.6
18 3 17 3
3 3
17 4 1 6 4 1
17 12 3 ] 16 12 31 ]
% % %
73,950 44.6 81,346 46.3 7,39 9.1
91,865 55.4 94,536 53.7 2,670 2.8
165,815 100.0 175,882 100.0 10,066 5.7
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18 3 17 3
3 3
7 10 1 16 10 1
17 12 3 ] 16 12 31 ]
% % %
24,416 45.2 26,201 44.8 1,785 6.8
29,584 54.8 32,319 55.2 2,734 8.5
54,000 100.0 58,520 100.0 4,519 7.7
18 3 17 3
3 3
7 10 1 16 10 1
7 12 3 ] 16 12 31 ]
% % %
24,214 44.5 26,419 45.8 2,205 8.4
30,187 55.5 31,230 54.2 1,043 3.3
54,401 100.0 57,650 100.0 3,248 5.6
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17 4 17 6 17 7 17 9 17 10 17 12 18 18 3
50,751 60,662 54,401
1,648 2,844 1,950
1,806 2,906 1,931
1,185 2,030 1,261
21.75 37.22 23.13
113,744 121,974 123,222
57,071 59,096 59,544
1,046.41 1,083.54 1,091.77
4,528 789 2,372
968 61 666
787 29 4,089
5,610 4,732 10,532
16 4 16 6 16 7 16 9 16 10 16 12 17 17 3
57,616 60,616 57,650 65,656
1,397 3,081 2,604 4,374
1,562 3,117 2,618 4,394
966 1,940 1,699 266
17.72 35.59 31.17 5.21
118,618 121,026 122,819 123,343
54,185 56,088 56,980 56,721
993.51 1,028.39 1,044.74 1,039.68
3,121 145 979 820
1,410 646 1,052 1,018
397 10 797 18
4,436 3,924 3,054 2,838
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