ESG Section

CSR Overview

Pursuing Think-and-Act Initiatives to Realize Our

Corporate Philosophy

The JR-West Corporate Philosophy and Safety Char-
ter form the foundation of our management. Created
in the wake of the Fukuchiyama Line accident, we
consider our Corporate Philosophy to be a contract
with society that we decided after extensive discus-
sion among all executive officers and employees,
based on our determination to be a company that
places top priority on safety and to never again allow
a serious accident to happen. Therefore, we consider
putting our Corporate Philosophy into practice to be
the CSR of JR-West. Our Corporate Philosophy and

Safety Charter foster in all of our executive officers and
employees a common attitude that they bring to work
of steadily increasing safety and customer satisfaction;
responding to the expectations of customers, society,
shareholders, suppliers, and other stakeholders; and
achieving sustainable development into the future.
Toward that end, JR-West is committed to continuously
thinking and acting as a unified entity.

Please see our Corporate Philosophy and Safety Charter on
a page 1

Victims
Measures to Have Ourselves Accepted as Acting with the Best Intentions by the Victims of the Train Accident

Customers

Employees

Suppliers

=2 | JR-West Group

/

Society

Shareholders

Relationship between Stakeholders and the JR-West Group

Having employees who are motivated, take pride in their work, and provide high-quality service results
in satisfaction and a sense of safety and peace of mind for customers, and contributes to the invigoration
of the West Japan area. With the profits earned under such conditions, we will assure the sustainability
of operations, and build good relationships with shareholders and suppliers.
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Corporate Philosophy

Providing greater value to society

High-Priority CSR Fields

Coexistence with

Safety Customer satisfaction communities

Human resources / Motivation Global environment

Compliance Crisis management

Thinking and acting based on the field

Pursuing CSR by Thinking and Acting Based on the Field
In order to uphold our Corporate Philosophy and provide greater value to society through our business
activities, we have specified eight high-priority CSR fields in reflection of society’s demands.

To maintain reliable railways that passengers can use safely and with peace of mind, we believe it is
important for all JR-West Group employees at all of our workplaces to maintain a constant awareness of
customers, to share the common understanding of the various issues that arise at front-line work sites, and
to autonomously and collaboratively work to solve them with a sense of urgency. The JR-West Group
pursues CSR by having every one of our employees embrace this “thinking and acting based on the field”
as the guiding principle of conduct.

External recognition

In June 2016, FTSE Group confirmed that JR-West had been independently assessed
according to the FTSE4Good criteria, and had satisfied the requirements to become a con-
stituent of the FTSE4Good Index Series. JR-West has been consecutively included in the
index series since 2002.

Created by the global index company FTSE Group, FTSE4Good is an equity index series
¥ that is designed to facilitate investment in companies that meet globally recognized corpo-
FTS E 4 G 00 d rate responsibility standards. Companies in the FTSE4Good Index Series have met stringent
environmental, social and governance criteria, and are positioned to capitalize on the bene-

fits of responsible business practice.
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ESG Section

Safety

Value provided to society

e Safely transport passengers to their destinations

¢ Prevent all major occupational injuries and fatalities

Basic Approach

Safety is of the highest priority at JR-West. To establish
a corporate culture that places top priority on safety, we
are moving forward with various tangible and intangible
initiatives.

Safety is also the core strategy of the JR-West Group
Medium-Term Management Plan 2017, formulated in
March 2013, and we aim to attain higher levels of safety
by steadily implementing our new Safety Think-and-Act
Plan 2017. Having caused the Fukuchiyama Line acci-
dent, JR-West recognizes, as a critical safety measure,
the need to enhance the risk assessments we intro-
duced in light of our inability to prevent this accident. To
this end, in fiscal 2017 we will take further steps to foster

Safety Think-and-Act Plan

a culture of reporting information, aiming to encourage
all to take part in safety management. In addition, we will
move forward with various initiatives aimed at ensuring
employees of the JR-West Group to never forget the
Fukuchiyama Line accident and to implement think-
and-act measures putting human life and safety above
all else. To raise our performance in this area, we will
continue to invest aggressively in safety, putting highly
safe structures in place when we conduct renovations.
Furthermore, in fiscal 2016 we received an evaluation of
our safety management systems from a third-party
organization. Utilizing this evaluation, we will continually
enhance safety management systems.

JR-West established Safety Think-and-Act Plan 2017 in
March 2013 as a concrete plan for the fundamental
strategy of “safety” in the JR-West Group Medium-Term
Management Plan 2017. The pillars of this plan com-
prise continual efforts to realize a safe, reliable transport

service; increase the level of risk assessment; increase
safety awareness and implement think-and-act initia-
tives with the highest priority on human life; and invest in
safety measures. Our goals in these areas are expressed
by a five point numerical scale.

Safety Think-and-Act Plan Final Targets

Risks
accompanying
changes

Unknown
risks

Continual effort to realize safe,

Identification

L

reliable transport service

Targets for the five-year
period up to fiscal 2018

Railway accidents that result
in casualties among our

Increase level of

risk assessment

* Rigorous observance of operational * |dentification of risks customers
handling rules, maintenance standards, i Cycle for i e Evaluation of risks and formulation of
g rul Maintenance realization Analysis/ . Z ero
and operational procedures, and of reduction of safety evaluation reduction countermeasures

execution of basic motions

¢ Analysis of factors that interrupt safe,
reliable transport service, and implemen-
tation of effective countermeasures

;l: ¢ Enhancement of multifaceted analysis
Implementation on tonng
0’? reduction * Development and improvement of
measures |

work environments and conditions

Labor accidents that result in
fatalities among our employees

Zero

Increasing safety awareness and implementing think-and-act initiatives with the highest priority on human life

* Think-and-Act initiatives reflecting lessons learned from the Fukuchiyama Line accident
¢ Measures to learn from past accidents, disasters, etc.
* When facing emergency situations, implementation of Think-and-Act initiatives with the highest priority on human life

Targets for fiscal 2018*
* Compared with fiscal 2013

Railway accidents with
casualties on platforms

30 0/0 reduction

Accidents at level crossings

* Investment in maintenance to sustain and * Improve safety through new technologies
enhance the functions of existing facilities Priority | e Increase safety on platforms and at level crossings

* Investment to realize higher levels of safety items | * Reduce damage from disasters

* Prevent labor accidents

Investment

in safety

A V N P N 40% reduction

Transport disruptions due to
internal factors

50 0/0 reduction

Medium-Term Management Plan, Safety Think-and-Act Plan: Measures to Build Management and Operational Foundations

* Enhance technological capabilities and skills ® Improve communication e Understand and utilize the human factor
* Improve front-line capabilities ® Recruit and nurture human resources and enhance motivation e Foster Group unity
* Cooperate with customers and society
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Reducing Railway Accidents with Casualties on Platforms, Accidents at

Level Crossings, and Transportation Disruptions Due to Internal Factors

Railway Accidents with Casualties
on Platforms

23%

Accidents at Level Crossings

63%
M

Transportation Disruptions Due to
Internal Factors

3/.¥%

(Cases) (Cases) (Cases) 281
25 50 300
20 40 240 176
13 25 140
15 10 30 180
9 15
10 20 120
5 L 0 0 L L

0 2013 2014 2015 2016 2018 target

Increasing Safety Awareness and
Implementing Think-and-Act Initiatives
with the Highest Priority on Human Life

We are carrying out think-and-act initiatives that focus on
remembering the Fukuchiyama Line accident in an effort to
heighten employees’ awareness toward safety. Through these
efforts, we are working hard to ensure that all employees never
forget the tragedy of accidents and the importance of life while
carrying out accident prevention initiatives as part of their daily
work. As part of safety-related training we began conducting
in March 2016, we set up a “high-speed experience zone”
closely emulating working conditions on actual tracks as a
high-speed train passes by. In addition to JR-West employees,
we invited employees from Group companies and business
partners to take part in the experience, thereby heightening
their safety awareness.

To realize the Safety Charter, we are working closely with
the police, the fire department, and community members to
conduct training exercises based on various scenarios, includ-
ing regular comprehensive railway accident training and tsunami
evacuation guidance training.

Setting up the “high-speed
experience zone”

e, o 2 o
Comprehensive railway accident drill held with the
police and fire department

0 2013 2014 2015 2016

2018 target 0 2013 2014 2015 2016 2018 target

* In comparison with fiscal 2013

Measures to Prepare for Earthquakes

and Tsunamis

To prevent bridges from falling as a result of an earthquake , we
have carried out seismic retrofitting. In addition to these improve-
ments, we have been installing derailment prevention guards on
the Sanyo Shinkansen Line between Shin-Osaka and Himeji
stations to prevent railcars from moving significantly off their
rails. This construction was completed in December 2015. We
have also raised priority on the Himeji—-Hakata section, and this
construction is scheduled for completion by fiscal 2023.

To ensure that customers can evacuate our facilities safely
in the event of a tsunami, we have included tsunami evacua-
tion instructions for the Kuroshio express train as an example
in our tsunami evacuation leaflet.
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Tsunami evacuation leaflet
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ESG Section

Customer Satisfaction

Value provided to society

e Services that assure our customers of safety and reliability, including a railway with high transport quality
e Comfortable and convenient services that perceive customer expectations and respond to diverse needs

Basic Approach

As the operator of a business with strong public service
characteristics, the JR-West Group deepens communi-
cation with customers supported by the CS Vision and
CS Think-and-Act Declaration, based on the confidence
placed in us by our customers and society. Through this
and by continuing the practice of customer-oriented
management, we enhance the value we provide with the
hope that we are developing customers into “fans of
JR-West.”

Specifically, it is critical that we grasp our customers’
needs and expectations, and steadily reflect this infor-
mation in safety and services based on social trends.
Increasing transport quality is an issue of particularly great
importance. By implementing meticulous, stable transport

measures, enhancing our ability to provide information
from the customer’s perspective, and creating appropriate
station and in-train environments, we will continue working
so that our customers can use our services with peace of
mind and reliability. Furthermore, in addition to responding
to customer voices swiftly and with sincerity and promoting
the enhancement and improvement of services, we will
broadly communicate our initiatives to obtain society’s
understanding of JR-West.

So that even more customers become “fans of JR-West,”
the JR-West Group will embed such initiatives in the
corporate culture and aim to achieve customer-oriented
management.

Target for fiscal 2018

Make customers into “fans of JR-West ” @ Achieve customer satisfaction survey result of 4.0 or above

Aims of the JR-West Group’s CS Initiatives (Medium-Term Management Plan)

Grasp customer expectations
and work to meet diverse needs

* New projects to respond to expectations
* Hokuriku Shinkansen and a new sleeper train, etc.

* Refining of services
* Sanyo Shinkansen, Osaka Loop Line

* Response to inbound tourism, IT opportunities,
lower birthrate/aging population

Delivering
wonder and

amazement

Advance service enhancement by sincerely Enhance railway
responding to “customer voices” transport quality

* Swift and sincere responses to “customer voices”  Stable transport services,
* Improvements based on “customer voices” reduced downtime
* Enhanced information provision

Enable customers to use our services with peace of mind

* Barrier-free access, prevention of second-hand smoke, anti-molestation measures

Safety initiatives (Safety Think-and-Act Plan)
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have taken hold
as corporate
culture =
Customer-based
management

Peace of mind

that is only
natural

CS Vision 2017

Providing
happiness to
more customers
Condition in
which business
activities

constantly

peflecting,_ISEREIRNGEN & | Objective: Make
— perspectives rea|izing it customers into

“fans of JR-West”




Increasing Levels of Customer Satisfaction and More Thanks and Appreciation

in Customer Feedback

Customer Satisfaction (Five Levels, Internal Survey)

(Levels)

5 3.76

0 2013 2014 2015 2016 2018 target

Using Surveys and Customer Feedback to
Understand Social Changes and Reflecting
This Information in Specific Measures

¢ Providing Appropriate Customer Facilities

In response to customer needs and to make railways more
comfortable to use, we are making station facilities barrier-free
and moving forward with the beautification and refurbishment
of restrooms. We are working to put up notifications that make
it easy for visitors from abroad as well as Japanese who may
not be familiar with the train to distinguish individual train
routes. To this end, we have begun writing out the names of
routes in Roman characters and using route numbers and line

colors on our notices. Following ﬁT’ ¥ 3
§ - " B ‘
Tl i 4

efforts in the Kansai urban area
and the Hiroshima area, inthe ("0~ = & & .
‘—‘_ ‘i — - |
s

spring of 2016 we introduced
line colors and route numbers
in the Okayama/Fukuyama and

Conversion to a convenient and easy-to-
Yonago Branch areas.

use restroom

¢ Augmenting Notices for Travelers from Abroad

To promote the spread of IT and respond to a growing number of
customers from overseas, we are expanding our free Wi-Fi ser-
vice and providing information on train operations in multiple lan-
guages. Since fiscal 2016, we have also employed foreign staff at
Kyoto Station, Osaka Station, and other stations frequented by
tourists to enhance peace of mind for travelers from abroad.
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Line colors introduced in the Hiroshima area

Thanks and Appreciation in Customer Feedback

(Instances)

17,242
18,000
14,000 11,235
10,000
6,333
6000 3732 3,776
2000 2012 2013 2014 2015 2016

Working to Provide Easy-to-Understand
Information Quickly During Transportation
Disruptions

When transportation disruptions occur, passengers require a
variety of information, such as the status of route restoration,
when operations are expected to commence, and how long the
train will take to reach its destination. We are responding to this
situation by making certain that information hubs rapidly ascer-
tain the situation from on-site employees and pass that informa-
tion on swiftly to station personnel and crew members to ensure
the information reaches passengers in a timely manner.

We provide information to passengers who arrive at sta-
tions using station displays capable of foreign language sig-
nage. To provide this same information to passengers who are
not at stations, we proactively disseminate information on our
website, as well as through a “push notification app for infor-
mation on train operations.™”

* Push notification app for information on train operations: This app notifies customers of any delays
along routes they have registered by conveying information on train operations to their handsets.

= LEERRPER
SR~

Hokuriku Shinkansen
Ka Tokyd

Foreign language notices also available
on station displays

Hokuriku Shinkansen

Kanazawa~Tokyo

status: Delay
causse: Heavy Rain
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ESG Section

Coexistence with Communities

Value provided to society

* Development along railway lines that creates attractive communities to live and visit

e Tourism promotion with local partners that leverages the strengths of railways

e Working with local partners to invigorate communities through business development tailored to each area

Basic Approach

As a railway operator, we must remain close to the com-
munities we serve. Movements throughout Japan aimed
at regional revitalization are expanding, with positive out-
comes from specific initiatives emerging. Given this situ-
ation, the JR-West Group remains steadfast in its
commitment to build win-win relationships with local
partners and work together with them toward the goal of
invigoration. For the JR-West Group, such efforts repre-
sent the key to its sustainable growth. That is why we
emphasize being a “railway company that coexists with
communities” under “Our Future Direction: The Ideal
Form for JR-West” in the medium-term management
plan, which we are currently implementing. True to the
theme of this plan, “Taking the Next Step. Working
together with communities,” the Group shares its tar-
gets and decision points.

Specifically, we believe it important to maintain dia-
logue with local residents and establish human networks
between residents and the Group in each area to achieve
a common understanding of local issues and demands,
and cooperate in exploring an ideal form for communities.

Taking the Opening of the Kyoto Railway
Museum as an Opportunity to Make New
“Connections” in the Kyoto Umekoji Area
In April 2016, JR-West opened the Kyoto Railway Museum in
Umekoji Park, in Kyoto’s Shimogyo Ward. The basic concept
of the museum is to serve as a hub of railway culture together
with the local community, and through the museum JR-West
aims to invigorate the Kyoto Umekoji area, as well as promot-
ing railway culture. We are taking the opening as an opportu-
nity to further develop the “Project to Connect Everyone in
Kyoto-Umekoji” that we have engaged in with members of the
local community to increase traffic and activity in the area.

L1
—

Kyoto Railway Museum team greeting visitors  Introduction to a steam locomotive
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We furthermore aim to realize area management for long-
term, sustainable growth by strengthening cooperation
with local governments and businesses, regarding devel-
opment of stations and surroundings, tourism promotion,
local transportation, and business development grounded
in the area.

Coexistence with Communities—Overview

\ Invigorate the West Japan Area |

4

The JR-West Group is developing businesses
with close ties to particular areas

 Shinkansen: “Enhance” — Enhance the potential of the Shinkansen and promote exchange

¢ Kansai Urban Area: “Improve” — Improve the value of railway belts and urban areas

¢ Other West Japan Area: “Invigorate” — Invigorate the strengths of each area

* Business Development: “Develop” — Take on the challenge of developing new
business fields

Advance social contribution activities

* Promote initiatives as a company
* Promote initiatives in workplaces
* Promote initiatives through our foundation

As a member of local communities, move in concert with them and
cultivate mutual understanding as a company and as individual employees

Local communities

Other Initiatives

Kansai Urban Area

— Improve the value of our railway belts and urban areas

¢ Open Higashi-Himeji Station on the JR Kobe Line between
Gochaku and Himeiji stations

Other West Japan Area

— Develop businesses that leverage the attractions of
each area

e Operation of the Kumihama Liner, which requires no change
from JR lines to the Kyoto Tango Railway

Higashi-Himeji Station (Kansai Urban Area)

The Kumihama Liner (Other West Japan Area)



Human Resources / Motivation

Value provided to society

Greater customer peace of mind and reliability through human resources development and improved employee motivation
Human resources development..... Initiatives aimed at individual employee growth—individual vitality

Job satisfaction ...........c...cccceeeeee Creating workplaces that are rewarding and vibrant—organizational vitality
Human resources acquisition ....... Securing the necessary human resources for business operations
Basic Approach

The Company faces a rapid generational shift as many
experienced employees reach retirement age. To ensure
safety and achieve sustainable growth against this
backdrop, we will cultivate an environment in which
employees can learn independently. At the same time,
superiors and seniors have the important mission of cul-
tivating and sharing values with subordinates and
juniors. Based on this understanding, we will concen-
trate on reinforcing management capabilities at the
managerial level and passing on technologies by rein-
forcing practical skills at the working level.

Japan’s workforce is decreasing due to falling birth-
rates and an aging population. To secure the necessary
human resources in the future, we will need to cultivate
an environment in which diverse employees can play a
proactive role. In addition to implementing an action
plan to encourage the active participation of women, we
will push forward with working style reforms aimed at
making our operations more efficient. At the same time,
we will undertake aggressive health measurement initia-
tives to confirm that physically and mentally healthy

PDCA Cycle for Training Based on

Understanding the Individual

As we approach the retirement of a large number of experienced
employees, the way in which to smoothly pass on to the next gen-
eration the technigues and skills that underpin safety and CS is
becoming an urgent matter. Accordingly, we are facilitating the
transfer of techniques and skills from experienced employees to
younger ones. In particular, we assess each individual based on
practical ability standards for the work-related skills and abilities
necessary for every position and level, while visualizing the current
situation of every employee, and on-the-job training and group
training are tailored to the needs of the individual employee. This is
part of the process for promoting a PDCA cycle for HR training.

Experienced employees conducting Training for the management/leadership level
on-the-job training for younger members

employees contribute to sound business operations. In
these ways, we will seek to enhance employees’ work-
life balance and boost their motivation.

Human resources underpin the JR-West Group’s
business activities. As in the past, we will prioritize
employees’ thinking and acting autonomously and from
a worksite perspective. The experience employees gain
in thinking and acting from a worksite perspective will
help to resolve issues faced in the workplace as well as
in society at large. This experience should also help indi-
vidual employees to excel in their roles by maximizing
their skills. To ensure that these efforts serve as driving
forces for safety and customer satisfaction, we will strive
to strengthen human resource cultivation and boost
motivation as we work to enhance corporate value and
sustainable growth.

Action Plan to Promote the Active

Participation of Women

Period: Three years, from April 1, 2016 to March 31, 2019

Objectives:

1. During the term of action plan, we aim to achieve a
female recruiting ratio of at least 25%. Within this figure,
we intend to increase the ratio of women in professional
employment (transportation) to 40% or higher.

2. By the end of fiscal 2019, we are targeting at least a
1.5-fold increase (compared with the end of fiscal
2016) in the number of female N
employees in management and
leadership positions. =

3. We will create an environment that _,-}L.I.'|1,;':J\,;;";)I°_}
enables diverse human resources TN TR HAF
to grow in their careers.

ey

Leaflet for women aiming to
work at JR-West

Annual Report 2016



ESG Section

Global Environment

Value provided to society

¢ Energy-efficient and resource-saving railway
¢ Avoiding environmental risks

e Coexistence with communities and nature

Basic Approach

We contribute to the realization of a society capable of sus-
tainable development and strive to understand the interac-
tion between the environment and corporate activities
conducted throughout the JR-West Group, based on an
awareness of the critical social responsibility of companies
in terms of preserving the global environment.

To this end, we engage in initiatives based on the
following four pillars:

First, with regard to energy conservation, we make an
effort to develop technologies and introduce energy-sav-
ing trains and equipment through various environmental
investments while striving to reduce Company-wide
energy consumption through environmentally friendly ini-
tiatives employing creativity to inculcate an awareness of
global environmental conservation among all employees.
Next, we engage in resource conservation through the
appropriate and effective use of resources, including the
reduction and reuse of waste generated during railway
construction. Also, in terms of environmental manage-
ment system promotion, we engage in thorough environ-
mental management including risk avoidance based on

Initiatives to Reduce Trash at Stations and
in Trains, as well as Waste from Facility

Construction, and Promote Reuse
JR-West promotes the 3Rs* with respect to the inspection, repair,
and dismantling of train cars and items generated from facility and
electrical construction. As a result, in fiscal 2016 the recycle rate was
97 % for facility/equipment construction and 93% for train cars.
For example, materials are reused in the smoothing of
scratched rails for Sanyo Shinkansen rail work, aimed at improving
safety and comfort. Also, the majority of trash in stations and inside
trains is separated and recycled with the cooperation of custom-
ers. Furthermore, the introduction and expansion of ICOCA has
significantly reduced the issu-
ance of traditional magnetic
tickets and pass cards, while
the use of LED lighting inside
stations and train cars and the
use of highly durable, long-life
materials are linked to the reduc-
tion of waste.

. adl
Using ICOCA to reduce environmental impact

* 3Rs: Reduce, reuse, and recycle and promote a recycling-oriented society
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the observance of environmental laws and regulations.*
Finally, we strive to enhance activities that benefit biodi-
versity related to coexistence with communities and
nature, including Club J-WEST forest conservation efforts
and other activities.

* Observance of environmental laws and regulations: JR-West uses the term “compliance” based

on guidelines by the ISO-certified Japan Accreditation Board with respect to global environmental
areas.

Corporate social responsibility

Energy-saving Contributions ~ Promotion of Coexisting
initiatives for to buildinga  environmental with
preventing recycling- management ~ communities
global oriented and nature
warming society
(saving
resources)

Think-and-act eco mindsets among individual employees

Other Initiatives

Energy-Saving Initiatives for Preventing Global
Warming

e Introducing “Type-323” energy-saving railcars on the Osaka
Loop Line

e Adjusting automatic flashing sensors for station platform
lighting to reduce periods of unnecessary flashing

Promoting an Environmental Management System
(EMS)* (Avoiding Environmental Risk)

e Commencing initiatives to reduce environmental impact by
creating an EMS and setting targets

e JR-West provides training for environmental management
officers and environmental management leaders, utilizing sys-
tematic environmental management education to enhance
biodiversity conservation.

* Environmental Management System (EMS): An EMS refers to the systems and procedures that

companies establish at factories and business sites, including environment-related policies and
targets, as part of their efforts to protect the global environment.



