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We have revised our full-year forecast. 
We now anticipate Chatwork revenue will be up 43.3% YoY.
We have revised our forecast based on revenue at subsidiaries and price revisions introduced in July. 
We expect to move into the black on an operating basis in December.

We updated our executive structure 
in the aim of accelerating the rollout of our BPaaS.
We updated our executive structure in light of the expanding scale of our organization. 
We welcomed a new CHRO and aim to accelerate the rollout of our BPaaS business.

Even after the price revisions, the rate of turnover among paying users 
remained lower than we had expected.
After the price revisions, the rate of turnover among paying users remained essentially at previous levels.

Highlights

ARPU surged 16.3% YoY, owing to price revisions introduced in July.
Owing the the rise in ARPU, revenue in the Chatwork Segment surged 48.0% YoY and 14.0% QoQ. Page 34

Page 24

Page 27
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● As the year has progressed, we have revised our forecast from a range to the figures outlined below.

● Although the revised figures indicate figures for companywide revenue and revenue in the Chatwork Segment that are below our previously 
disclosed range, we still expect revenue growth to be above 40%. Reasons for these changes are outlined on the following page.

● Owing to the lower revenue forecast, we now expect EBITDA to be negative for the year, with an expected operating loss in the fourth 
quarter. However, we expect to be in the black in December.

Unit：million yen

FY 2022
actual

FY 2023 
Previously 

announced forecast

FY 2023
forecast

YoY

Revenue 4,593 6,646 〜 6,744 6,451 +40.4%

　Chatwork Segment 4,368 6,460 〜 6,558 6,262 +43.3%

Gross profit 3,187 4,186 〜 4,291 4,125 +29.4%

   Gross margin 69.3% 62.9% 〜 63.6% 63.9% -5.4pt

EBITDA -468 0 〜 77 -116 -

Operating profit -719 -606 〜 -528 -716 -

Ordinary profit -724 -612 〜 -535 -725 -

Profit attributable to
owners of parent

-687 -575 〜 -498 -711 -

Revision of Forecast for FY 2023
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● There were three main factors behind our revised earnings forecast: (1) discrepancy in expected unit price following the revision of pricing 
on business chat, (2) a decline in the number of paying IDs after the price revisions, and (3) a shortfall in revenue at subsidiaries.

● Regarding ARPU (1), some price revisions were delayed due to variations in contract dates per user, causing disparities with the 
forecasts. However, we expect ARPU to align with initial projections after the price revision in July next year. 

● Regarding paying IDs (2), the changes in last year's free plan restrictions and the current price revisions affected them, causing disparities 
with the forecasts. Nevertheless, we have confirmed a recent recovery.

● As to factor (3), the shortfall in Group company revenues, we have been prioritizing the establishment of a structure to expand revenue, 
and we anticipate steady business progress going forward. 

● As we expect to resolve all of these factors in the next fiscal year, we envision no change in our steady progress toward achieving the 
targets in our medium-term management plan.
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Factors for the Revision of Forecast

Discrepancy in Expected Unit Price

Decline in the Number of Paying IDs

Shortfall in Revenue at Subsidiaries

Others

Lower end of 
previous revenue forecast range

Current revenue forecast

JPY 90 M

JPY 40 M

JPY 45 M

JPY 20 M
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6.44MM
（YoY +15.6%）

as of the end of Q3’2023

Number of Registered IDs

724K
（YoY +19.4%）

Number of Paying IDs*1

421K
（YoY +12.1%）

Number of 
Registered companies

6.46BLN
（YoY +48.4%）

 ARR*1

123%

 NRR*2

0.34%

 Churn Rate*3

JPY627.4
（YoY +16.3%）

 ARPU*4

1,096K
（YoY +7.7%）

Median during Q3’2023

 DAU*5

as of the end of Q3’2023 as of the end of Q3’2023 as of the end of Q3’2023

as of the end of Q3’2023 as of the end of Q3’2023as of the end of 2022

(For Paying IDs：1.07%)

*1 Annual Recurring Revenue of Chatwork account business and Cloud storage business, excluding MINAGINE Co., Ltd.’s personnel management, web-based payslips, and performance evaluations, 12 months of MRR as of June 30, 2023
*2  NRR rate = (ARR at beginning of period - revenue churn on a monthly basis + revenue expansion on a monthly basis) / ARR at beginning of period
*3  Churn rate of the number of registered IDs, averaged over the 12 months from July 2022 to the end of June 2023
*4  Average revenue per user for paid Chatwork account services
*5  Daily Active User. It measures how many users visit or interact with Chatwork service over a given interval per month

KPI Highlights



6*1 Annual Recurring Revenue of Chatwork account business and Cloud storage business, excluding MINAGINE Co., Ltd.’s personnel management, web-based payslips, and performance evaluations, 12 months of MRR as of June, 30 2023

Unit: JPY millionUnit: JPY million

ARR

ARR（Account Business）ARR

+48.4% +47.2%   

3,806 3,447

● Company-wide ARR*1 increased a substantial 48.4% YoY due to higher ARPU resulting from price revisions implemented in July

● Excluding the effects of M&A, account business ARR for business chat, our mainstay service was up +47.2% YoY.
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Company Name

Chatwork Co., Ltd.

CEO

Masaki Yamamoto

Group employee count

442 (September 2023)

Locations

Tokyo, Osaka

Established

November 11, 2004

Company Overview
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Making work more 
fun and creative

People spend over half their lives working. 

That time is not just for earning money.

We help companies create environments that enable as many 

employees as possible to enjoy their work more and express 

their creativity fully and freely.

Corporate Mission
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● Our Chatwork segment centers on Chatwork (one of the largest business chat tools in Japan) and includes a number of peripheral 
services*1.

● We are a pioneer in business chat, with the largest number of users in Japan*2 and adoption by more than 421,000 companies*3.

● By encouraging the shift from telephone and email to efficient chat, we aim to provide a platform that accelerates the transformation in 
business communication.

*1 Outside the Chatwork segment, we also distribute security solutions software provided by ESET. This business contributes to stable earnings.
*2 According to a survey of monthly active users (MAUs) conducted in May 2023 by Nielsen NetView and Nielsen Mobile NetView; applicable service selected by Chatwork Co., Ltd.
*3 As of September  2023

Our Business
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Business Chat’s Rate of Adoption*2 
Remains Low

Teleworking Rapidly Becoming More 
Prevalent due to the Promotion of DX*3

Total Addressable Market (TAM*1) for 
Potential Rollout across All Industries

*2

Domestic 
workforce:

67.24 
million

Chatwork
unit price

JPY645.5
billion      12/2020     12/2019

*1 This is the market size estimated by Chatwork. The estimated figure may differ from the actual market size.
*2 Based on a study commissioned by Chatwork, n = 30,000, as of March 2023.
*3 Refer to the “Fifth Survey on Changes in Attitudes and Behaviors in Daily Life under the Influence of Novel Coronavirus Infection,” Cabinet Office.

Tokyo

Japan

Changes in the rate 
of teleworking

Market Environment for Business Chat

● This is a rapidly expanding market with ample room for growth; the total addressable market is large, and the adoption rate remains low.

● Just as personal email communications have shifted onto mobile phones, business communication is making an irreversible shift from 
email to chat.

● Recent social changes have prompted a rapid increase in teleworking. Business chat in the SMB market is just beginning to gain 
popularity.

Using
business chat
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ARPU Rising due to Ongoing 
Increase in Product Value

0.34％

JPY 627.4

High Retention Rate

Number of registered IDs

*1 Average revenue per user for paid Chatwork services.
*2 Churn rate of the number of registered IDs, averaged over the 12 months

Number of Users Increasing 
at a Compound Rate

01/2012 09/2023 01/2015 09/2023 07/2018 09/2023

ARPU Churn rate

Strengths of Chatwork

● The number of users increases in a compound manner via referrals. This is due to the open-platform feature, which allows for easy 
connection to the outside world. 

● Ongoing increases in functionality have enhanced product value. As a result, ARPU*1 has continued to rise over the long term.

● The cost of switching to other tools is high, and the churn rate*2 is extremely low, thanks to past history and the formation of business 
relationships.

6.44MM
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*1 See business segment details in Appendix for segment information.

+57.9%

Sales from Platform business

Unit: JPY million

Chatwork
Users

Users

Users
DX advisory

service

Connect Directly to Users

Ongoing expansion
of the DX advisory 
service lineup

More than 421,000 
companies

Platform Value That Extends Beyond Business Chat

● Employees across all industries and in all occupations use the platform during their working hours. As a result, the platform has 
substantially more user contacts than other SaaS offerings.

● Leveraging these strong platform efficiencies, the company is developing sales of peripheral services*1. In FY 2022, these sales surged 
57.9% year on year.

● Chat is a powerful connection that enables users to effectively address customer issues and provide services.
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Communication Platform Strategy Incubation Strategy

Promote the PLG*1 model, maximize the number of users, 
and increase the percentage of active users to establish 
an unparalleled high-value platform in the SME space.

Use BPaaS*2 as the key to establish a highly productive 
hybrid operation that combines tech and people to truly 
deploy DX across a wide range of management areas.

Using SaaS on the customer’s behalf 
across the entire business process.

Implementing essential DX 
in the majority market

Promoting high-efficiency 
growth using the PLG model

A high-value platform 
that engages with users through chat

*1 Product-Led Growth (PLG) is a SaaS growth strategy that is the focus of attention in the US, whereby products are used to attract customers. This style is distinct from the conventional growth strategy, of Sales-Led Growth. 
*2 BPaaS is short for Business Process as a Service. Rather than just software, BPaaS is a cloud service that provides business services themselves, allowing facilitating cloud-based business process outsourcing (BPO).

PLG BPaaS

Two Strategies towards Achieving Our Medium-Term Business Plan

● We are executing two strategies towards achieving our medium-term business plan.

● Deepening our business chat as a communication platform strategy and promoting an incubation strategy to enable various business 
developments on that platform.
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Product-Led Growth

Strategy

Charac-
teristics

Sales-Led Growth

● Drive expansion in the number of users and 
products by communicating value through 
products

● Focuses on product improvement and 
customer successes

● Expansion through word of mouth, highly 
leveraged growth

● Structured so that ARPU rises as customers 
use products more intensively

● Drive sales increases through sales and 
marketing activities

● Focus on improving sales and marketing

● Dependent on the number of salespeople, 
workers tend to be concentrated

● Sales efforts always needing to focus on 
upselling and cross-selling

Driving Product-Led Growth to Expand Services

● Product-Led Growth (PLG) is a SaaS growth strategy that is the focus of attention in the US, whereby products are used to attract 
customers. This style is distinct from the conventional growth strategy, of Sales-Led Growth. 

● Zoom and Shopify are two examples of PLG, which achieves notably higher levels of growth than non-PLG. PLG requires a large user 
base and a service that spreads by word of mouth. Our service fits with a PLG growth strategy.
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BPaaS
(Business Process as a Service)

SaaS
(Software as a Service)

PaaS
(Platform as a Service)

IaaS
(Infrastructure as a Service)

Hardware

Middleware

Application

Business process

About BPaaS

Service type Scope of offering

● BPaaS is short for Business Process as a Service. Rather than just software, BPaaS is a cloud service that provides business services 
themselves, allowing facilitating cloud-based business process outsourcing (BPO).

● BPaaS, the next upstream layer from SaaS in cloud-based services, will be the next trend.
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BPaaSSaaS

34.0% 34.0%

　　Mainstream market (customer focus)ChangeEarly market (product focus)

2.5% 13.5% 16.0%

Innovators Early 
adopters

Early majority Late majority
Laggards

C
hasm

 (large, deep
 trench)

Majority market 
(Two-thirds of the total)

BPaaS, the Mainstay of DX for the Majority Market

● With a penetration rate of 18%, business chat has crossed the chasm, taking on the majority market as its principal battleground.

● After several years of promoting DX solution business, users in the majority market are busy with field work and few IT-savvy 
employees. As a result, we understand that users find it difficult to differentiate among the many SaaS products on offer. 

● Rather than proposing SaaS, we are promoting a form of DX that involves using SaaS on the customer’s behalf across the entire 
business process.

CRM/SFA Video meeting

Task management
Project management

Document 
solution

Strage

Employee 
time & scheduling

Engagement

Recruitment Personal 
Assesment

Telephone
Secretary Service

Business agent 
service
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Difference between BPO and BPaaS

BPO Hours worked by the company

Hours worked by the companyBPaaS

Company 
operates

Hours worked by the company

Hours handled by BPO

System automatically 
responds

Hours 
needed to 

check

Hours 
needed to 

check

Hours worked

Other work

● BPO refers to a service that simply replaces manual labor, whereas BPaaS uses the cloud to provide digitally transformed work via SaaS.

● Linking various SaaSs with APIs and using an automated response system can significantly reduce worker hours.

● In this way, we can promote DX of business operations without the need for users to select, configure, and operate the SaaS on their 
own.

● BPaaS makes BPO-equivalent services available at low cost and in small lots with a high degree of flexibility for SMEs.
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API Link

Business type Chatwork product
Inquiry response, 
hearing, request for 
response, business 
representation, etc.

Automation engine

Notification, chat-linked 
processing, SaaS 
auto-execution, etc.

Dedicated service

Operations Business-related 
SaaS

HR/labor

Sales/marketing

Accounting/finance

Procurement/
purchasing

General affairs/ 
other research

BPaaS contact

Business chat

● Chat, task
● Notices (notification, BOT)

● Service menu
● Project management, 

consultation

Contact, 
consult

Notify, link

Request 
confirmation
Response report

Select, 
operate

Consult

etc

● Back-office SaaS
● SaaS for business 

management and 
coordination

Professionals, experts,    
etc.

Our BPaaS Rollout

● We will maximize the use of business chat to develop the BPaaS business. Being a platform operator gives us a substantial advantage 
during rollout. 
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*1 Large Language Model (LLM) is an abbreviation for a natural language processing model that has been trained on a large amount of text data.
*2 OpenAI's conversational AI service released in November 2022. It is capable of learning from vast amounts of textual data and responding to questions in chat format, as well as performing diverse tasks using a single model.

Image of Integration AI into Chatwork Automation level of BPaaS

The Rapid Evolution of AI and the Potential of Chatwork

● LLM-based*1 systems, like ChatGPT*2, use innovative technology to enable advanced document comprehension and diverse task 
execution through AI.  

● These innovative technologies significantly improves the value of chat services, with the potential to provide text generation and 
summarization based on past message data, as well as conversational capabilities with AI. 

● In the future deployment of our BPaaS, we aim to dramatically improve our productivity by AI-enabling interactions and requests with 
users.

Learning 
Chatwork data

Possible text generation 
and conversation

  

No Automation

Operation Assistance

Conditional Automation

Partial Automation

Full AutomationLevel 3

Level 2

Level 1

Level 0

10% reduction 
in manpower

30% reduction 
in manpower

50% reduction 
in manpower

100% reduction 
in manpower

BPaaS

BPO



BPaaSで業務提供

22

SaaS to Business Efficiency 

BPaaS to Provide Business

Business Support

Empower clients to focus on 
their core business

● Super apps: apps that become platforms of which function as a starting point for various businesses.

● Business chat tools have the advantage of being business platforms, because users spent more time with these products compared with 
other SaaS tools.

● We achieve an environment where SMEs can focus on their core business by providing SaaS, BPaaS, and various management support 
through our service.

“Chatwork” upgrade to “Super app” for business

Long-Term Vision

Engagement
Document solution Video meetingTask management

Project management
Strage CRM/SFA

Personal 
Assesment

Recruitment Chatwork 
Telephone 

Secretary Service

Employee 
time & 

scheduling

Billing Management
Contract Management

Accounting

Finance Assistance Payment Order 
Management



2 Major Topics
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Topic① The Initial Response Exceeded Expectations

Monthly Churn Rate Trend of Paying IDs

Price
Revision

Timing of Applying the Price Revision

Annual 
Contract

After August, the price revision for annual 
subscribers will be carried out sequentiallyMonthly

Contract

July Aug Sep Oct Nov Dec Jan Feb Mar Apr May June

● Even after the price revision, the churn rate has remained steady, well below our initial expectations.
● We have confirmed that the net increase in the number of paying IDs, which had been lower than expected after the price revision, was back 

up recently.

● We expect ARPU to rise gradually over the next year, as price revisions for users to pay annually will be gradually implemented from August.
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● We revised the prices of the Business Plan and Enterprise Plan on July 3, 2023.
● The aim is to strengthen our operational foundation and develop new features to provide stable services in changing social conditions. 
● All users, including existing ones, will be charged with new prices starting from their next contract renewal date. This will be a factor for an 

increase in ARPU for about a year after the price revision date.

*1 All displayed prices are exclusive of tax. KDDI Chatwork is not included.

Plan Former plan
（Monthly price per user）

New plan  *from July 2023
（Monthly price per user）

Business Plan

yearly 
agreement ￥500    ￥700

monthly 
agreement ￥600    ￥840

Enterprise Plan

yearly 
agreement ￥800 ￥1,200

monthly 
agreement ￥960 ￥1,440

Revisions to Business and Enterprise Plan Prices
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Chatwork Assistant Revenue trend

Refferal
Customer

issue

Lead
Generation

Specialized 
Area

Non-Specialized 
Area

Human Resources 
and Labor Domain Others

Expanding Specialized 
Areas through 
Alliances and In-house 
Initiatives

● Revenue has been growing steadily since the official launch in June of the Chatwork Assistant, our new BPaaS service. 
● We meet a host of needs of small and medium-sized companies providing our own services alongside MINAGINE, whose strengths are 

in the human resources and labor domain. Going forward, we will continue to expand our areas of expertise through alliances and 
in-house launches.

Topic② Steady Growth in Chatwork Assistant

Chatwork Assistant
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Topic③ Updated Executive Structure

● As the Company has expanded rapidly into an organization with more than 400 employees, we have discussed and redefined the 
capability required of the management team. After doing so, we updated the executive structure and brought in a new CHRO with 
experience in directing organizational and human resource strategies for multiple companies.

● By reinforcing our management structure, starting with the human resources department, we aim to accelerate the rollout of the BPaaS 
business, as well as the Chatwork business.

Introducing Our New CHRO
New Executive Officer Structure

Masaki Yamamoto Director & Senior Executive Officer, CEO

Naoki Inoue Director & Senior Executive Officer, CFO

Shoji Fukuda Director & Senior Executive Officer, COO

Masaaki Tobimoto
Senior Executive Officer, CHRO 
& Senior Vice President of People Division

Shinya Saito
Executive Officer 
& Senior Vice President of Communication Platform Division

Ryoichi Okada
Executive Officer 
& Senior Vice President of Incubation Division

Yuki Tanaka
Executive Officer 
& Senior Vice President of Product Division

Shinsuke Hase
Executive Officer 
& Senior Vice President of Administration Division

NEW

NEW

NEW

NEW

NEW

After working in marketing for a major automobile 
manufacturer, Mr. Tobimoto went on to obtain an 
MBA from Kyoto University’s graduate school before 
joining a major foreign consulting firm. After providing 
management support to several venture companies, 
he joined TORIDOLL Holdings Corporation in 2018, 
where he led the group's overall organizational and 
human resource strategy. In 2019, we was appointed 
to the position of executive officer, CHRO, and 
general manager of the management strategy 
division. In October 2023, Mr. Tobimoto became 
senior executive officer and CHRO of Chatwork Co., 
Ltd.

Masaaki Tobimoto
Senior Executive Officer, CHRO and & 
Senior Vice President of People Division
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New Executive Officers

After developing web-based systems for a system integrator, Mr. Tanaka joined Chatwork Co., Ltd., in 2013. He has been in charge of numerous projects 
including web front-end development for UI renewal projects, REST API development for external use, and message search server renewal. Later, as an 
engineering manager, gained management experience across a wide range of product areas. He became senior vice president of the Product Division in 
March 2023, and in October 2023 he was appointed to the position of executive officer. 

Yuki Tanaka, Executive Officer & Senior Vice President of Product Division

After working at a real estate company and a consulting firm, in 2013 Mr. Hase joined Oisix Inc. (now Oisix Ra Daichi Inc.) where, as the head of the 
finance and accounting department, promoted M&A and PMI. In 2019, he moved to Japan Post Capital Co., Ltd., where he invested in several 
companies as part of the investment department. In December 2022, he joined Chatwork Co., Ltd. as senior vice president of the Administrative Division, 
and in October 2023 he was appointed to the position of executive officer.

Shinsuke Hase, Executive Officer & Senior Vice President of Administration Division

After working for a consulting firm and DeNA Co., Ltd., Mr. Saito started his own business in 2014. He developed this business, which focused on 
supporting the business development of small and medium-sized enterprises. He then joined ZUU Co., Ltd. in 2018, where he oversaw corporate 
activities as an executive officer. He joined Chatwork Co., Ltd. in 2020. In January 2023, he became senior vice president of the Communication Platform 
Division, and in October 2023 he was appointed to the position of executive officer.

Shinya Saito, Executive Officer & Senior Vice President of Communication Platform Division

After working for Showa Leasing Co., Ltd., Mr. Okada joined the Rakuten Group, Inc. There, he took part in the launch of an e-commerce business in the 
BtoB domain and gained business management experience. He then moved to SMS Co., Ltd., where he was active in business development. In April 
2017, took charge of Kaipoke, driving SMS’s elderly care operators business. He joined Chatwork Co., Ltd. in May 2022. In January 2023, he became 
senior vice president of the Incubation Division, and in October 2023 he was appointed to the position of executive officer.

Ryoichi Okada, Executive Officer & Senior Vice President of Incubation Division



3 Third Quarter FY 2023 Result
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Results Highlights

Consolidated revenue Revenue from the Chatwork segment Gross profit

Operating lossEBITDA
Loss attributable to

owners of parent

-91 million

JPY1,689 million

（YoY +45.3%）

JPY1,651 million

（YoY +48.0%）

JPY1,069 million

（YoY +36.3%）

-247million -258 million

● Revenue grew a substantial 48.0% YoY in the Chatwork business, our most important management indicator, pointing to success in 
price revisions we introduced in July.

● Due to sales expansion, EBITDA and operating losses have decreased compared to the previous quarter. We anticipate operating 
profit to be in the black in December. We remain in a phase where we simultaneously grow revenue and improve profit.
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Results Highlights 

Unit：JPY million
Q3 '22

(Same period last year)
Q2 '23

(Previous period)

Q3 '23
（Actual）

Same period
YoY

Previous period 
QoQ

Revenue 1,162 1,501 1,689 +45.3% +12.4%

　Chatwork segment 1,115 1,447 1,651 +48.0% +14.0%

Gross profit 784 915 1,069 +36.3% +16.8%

　Gross margin 67.4% 60.9% 63.3% -4.1pt +2.4pt

EBITDA -167 -134.8 -91 - -

Operating profit -226 -279 -247 - -

　Operating margin - - - - -

Ordinary profit -223 -280 -249 - -
Profit attributable to
owners of parent -216 -274 -258 - -

*1 EBITDA is calculated by adding operating profit, depreciation and amortization expenses, and share-based payment expenses.

● Revenue growth was substantial in the Chatwork Segment, at +48.0% YoY and +14.0% QoQ.
● Due to sales expansion, EBITDA and operating losses have decreased compared to the previous quarter. We anticipate operating profit 

to be in the black in December. 

● With regard to our holdings of investment securities, after considering our financial position and future outlook, we posted a 24 million 
yen loss on valuation of investment securities as an extraordinary loss.
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Revenue Revenue (Chatwork segment)

Unit: JPY millionUnit: JPY million

Revenue

+45.3% +48.0%

1,0561,049

● Revenue increased 45.3% YoY. In the Chatwork Segment, our most important management indicator, revenue surged 48.0% YoY.

● Driving the substantial revenue growth was higher ARPU, owing to the price revision we introduced in July.
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+15.6% +7.7%

Number of Registered IDs / DAUs 

*1 Median number of service users per day (Daily Active User) weekdays excluding weekends and holidays

DAUs*1Number of Registered IDs
Unit：10000 Unit：10000

● The number of registered IDs rose 15.6% YoY, to 6.44 million. New user acquisition continued to grow during the quarter.

● DAU grew steadily by +7.7% YoY. 
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+19.4% +16.3%

ARPU*1Number of Paying IDs

Unit：10000 Unit：JPY

*1 Average revenue per user for paid Chatwork services.

Number of Paying IDs / ARPU

● Paying IDs numbered 724,000, up 19.4% YoY. We have confirmed that the net increase in the number of paying IDs, which had been 
lower than expected after the price revision, was back up recently.

● ARPU was 627.4 yen, up 16.3% YoY. This substantial increase was a result of the price revisions we introduced in July.
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+36.3%

*1  System costs (some development personnel and server costs) is recorded as assets from Q1 2020.

Gross Profit / Gross Profit Margin

Unit: JPY million

● Gross profit*1 rose 36.3% YoY. The gross margin came to 63.2%, down 4.2pp YoY.

● The gross margin was up substantially QoQ, reflecting significantly higher revenue following the introduction of price revisions in July.
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Operating profit/loss and EBITDA

Unit: JPY million

Operating 
profit/loss

● The operating loss narrowed QoQ, as the price revisions we introduced in July boosted revenue substantially.

● Both operating profit and EBITDA remained in the red for this quarter; however, we anticipate operating profit to be in the black in 
December. We are still in a phase where we are increasing revenue and improving profit simultaneously.
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1,0561,049

Cost Breakdown Expense to Sales Ratio

Unit: JPY million Unit: JPY million

Costs

● Personnel costs rose. Development personnel costs increased, as did server and system costs. These rises, plus yen depreciation, 
caused overall costs to increase QoQ.
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R&D Ratio*2 G&A Ratio*3S&M Ratio*1

*1  Sales and Marketing ratio. It refers to the total cost of advertising expenses, sales personnel salaries, related cost of sales, selling and administrative expenses, and other common expenses associated with promoting sales.
*2 Research and Development ratio. It refers to the total cost of engineer salaries and related cost of sales, selling and administrative expenses, and other common expenses associated with service development.
*3 General and Administrative ratio. It refers to the total cost of corporate department personnel salaries, related selling and administrative expenses, and other common expenses.

Sales and general administrative expenses to revenue ratio

● Owing to sharply higher revenue stemming from the price revisions we introduced in July, the S&M ratio and the R&D ratio improved QoQ.

● The G&A ratio edged up, owing to higher personnel expenses as we built structures to underpin a full-fledged rollout of BPaaS.

● We aim to see ongoing improvements, with sales growth from Q3 and a return to profitability going forward.
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Number of Group Employees

Number of Employees

Number of 
New Hires Turnover Rate

Number of New Employees, Turnover Rate*2 

(non-consolidated)

● In Q3, the number of Group employees increased by 31. Chatwork, on a standalone basis, had a net increase of 27 employees.

● In light of changes to the composition of our workforce as we move to full-fledged deployment of BPaaS, in Q3 we changed our method 
of reporting the turnover rate, limiting it to regular employees. We also changed the way of defining our calculation of the turnover rate. 
See the note below for details*1.

● We continued to experience turnover, owing to a change in the organizational phase and an increase in hiring. However, we are recruiting 
sufficient personnel to expand and strengthen the business. Our new CHRO will be addressing the increased turnover rate.

*1 The definition has changed in two ways. First, we changed the scope of the calculation from “regular employees, contract employees, and part-time workers” to include only “regular employees.” We made this change in anticipation of future changes in the employee 
composition, believing this would enable us to report on the status of the organization on an ongoing basis. Second, in Q3 2023 we changed our method of calculating the turnover rate. The turnover rate for Q3 2023 equals the number of people leaving the Company between 
October 2022 and September 2023 divided by the sum of employees as of September 2022 and the number of people joining the Company between October 2022 and September 2023. The organization has expanded significantly in recent years, and the number of employees has 
risen substantially over the past year. The previous calculation method (which included only the number of employees as of September 2022 as the denominator) resulted in an unreasonably high turnover rate. Adding the number of people joining the Company in the past year to 
the denominator makes the turnover rate more accurate.
*2 The turnover rate for Q3 2023 equals the number of people leaving the Company between October 2022 and September 2023 divided by the sum of employees as of September 2022 and the number of people joining the Company between October 2022 and September 2023.



4 Forecast for FY 2023 (Revised)
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● As the year has progressed, we have revised our forecast from a range to the figures outlined below.

● Although the revised figures indicate figures for companywide revenue and revenue in the Chatwork Segment that are below our previously 
disclosed range, we still expect revenue growth to be above 40%.

● Owing to the lower revenue forecast, we now expect EBITDA to be negative for the year, with an expected operating loss in the fourth 
quarter. However, we expect to be in the black in December.

Unit：million yen

FY 2022
actual

FY 2023 
Previously 

announced forecast

FY 2023
forecast

YoY

Revenue 4,593 6,646 〜 6,744 6,451 +40.4%

　Chatwork Segment 4,368 6,460 〜 6,558 6,262 +43.3%

Gross profit 3,187 4,186 〜 4,291 4,125 +29.4%

   Gross margin 69.3% 62.9% 〜 63.6% 63.9% -5.4pt

EBITDA -468 0 〜 77 -116 -

Operating profit -719 -606 〜 -528 -716 -

Ordinary profit -724 -612 〜 -535 -725 -

Profit attributable to
owners of parent

-687 -575 〜 -498 -711 -

Revision of Forecast for FY 2023
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営業利益Chatworkセグメント売上

Conceptual diagram of our growth and profit

● We view the cost of acquiring new SaaS customers (sales and 
marketing expenses) as the cost of attracting steady, monthly 
revenue. Hence, they are an investment in the future. 

● we will keep an eye on appropriate KPIs and LTV/CAC levels 
as we invest in the short, medium, and long terms, maintaining 
a sound financial base.

● After the most important phase of investment, we have 
achieved a certain degree of success in strengthening and 
expanding the organization. Going forward, we expect the 
company to move into a phase where revenue increases and 
profits improve simultaneously.

Chatwork Segment
CAGR of 40%

Accelerate investment
to drive sales growth

Continued investment and 
Profit increase with sales growth

Chatwork Segment Operating Profit

*The above chart was prepared for the purpose of explaining the company's approach to profit and investment, and is not intended to disclose sales and profits forecasts for the current quarter and beyond.

Our Perspective on Profit and Investment



5 Business Overview
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● Our Chatwork segment centers on Chatwork (one of the largest business chat tools in Japan) and includes a number of peripheral 
services*1.

● We are a pioneer in business chat, with the largest number of users in Japan*2 and adoption by more than 421,000 companies*3.

● By encouraging the shift from telephone and email to efficient chat, we aim to provide a platform that accelerates the transformation in 
business communication.

*1 Outside the Chatwork segment, we also distribute security solutions software provided by ESET. This business contributes to stable earnings.
*2 According to a survey of monthly active users (MAUs) conducted in May 2022 by Nielsen NetView and Nielsen Mobile NetView; applicable service selected by Chatwork Co., Ltd.
*3 As of September 2023

Our Business
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チャット

Shift to more simple and efficient methods

Chat Tools

手紙
Letters Faxes

メール

Phone Mail

Evolution of Business Communications
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Recipient

Conventional salutation and introduction

Expression of thanks and explanation of 
email’s subject

Conventional ending

Key point that sender wishes to convey

Signature

Decreased Productivity Due to Long-Winded Emails
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Information about past 
interactions and chat 
participants 

Key point that sender 
wishes to convey

Improved Productivity Due to Business Chat Tools
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組織・業務

プロジェクト

顧客・取引先

Create group chat 
for different teams, projects, and clients

● Within the group chat, participants 
can interact with multiple people at 
the same time to facilitate smooth 
information-sharing.

● Chat enables closer customer 
communications than via email, 
creating a stronger sense of 
connection.

Accelerate Business Collaboration
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Free
For companies and individuals 

that want to try out the service for free

Business
For companies and individuals 

that want to use the service for business

Enterprise
For companies 

that want enhanced administrative functionality

1 user per month

¥0 

1 user / month (annual contract)

¥700
¥840 / month for monthly contract

1 user / month (annual contract)

¥1,200
¥1,440 / month for monthly contract

Unlimited 1:1 chats Unlimited 1:1 chats Unlimited 1:1 chats

Unlimited group chats Unlimited group chats Unlimited group chats

1:1 video calls / voice calls Group video calls / voice calls Group video calls / voice calls

Up to 5,000 viewable messages
 (within the last 40 days) Unlimited number of viewable messages Unlimited number of viewable messages

5GB storage 10GB storage / user 10GB storage / user

ー User management User management

ー ー Security management

*1 We stopped accepting new applications for the personal plan at the end of January 2021. We also reduced the minimum number of users under the business plan from five to one. Implementing this change means that even individuals can apply. 
People currently using the personal plan can continue to do so. 

Plan / Pricing (July 3 Onward)
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Use of Business Chat Tools Latent Market (TAM)*2 for Business Chat

JPY 645.5  billion

Japanese workforce 
of people*3

67.2 million

Chatwork
unit price*4

*1 Based on a study commissioned by Chatwork, n = 30,000, as of March 2023
*2 Short for “total addressable market,” or the maximum potential market. This is the market size estimated by Chatwork. The estimated figure may differ from the actual market size.
*3 “Labor Force Survey” (2019) by the Ministry of Internal Affairs and Communications.
*4 Unit price for the enterprise plan (JPY 800) times 12 months.

The Environment Surrounding Business Chat Tools

● The trend towards DX has led to a sharp increase in demand for teleworking, causing the use of business chat to surge. 

● In Japan, the business chat adoption rate is 18.6%*1, increasing from the last study.

● The penetration rate among SMEs is lower than that of enterprises, and SME market is expected to enter a phase of full-fledged 
penetration expansion in near future.

Using them

Don’t use them
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Easy to use Open platform Freemium

The interface and functions are designed 
to mainly target business professionals 
who are not IT experts. The service is 
easy for anyone to use and requires no 
complicated customization.

We employ an open platform-based 
approach that enables seamless internal 
and external communication using a 
single account. In many cases, the 
platform is also used externally with 
customers and business associates.

Services are provided using a “freemium” 
model that allows unlimited continued use 
free of charge. Users can casually 
recommend Chatwork to customers and 
business associates, then switch to a 
premium paid plan once usage intensifies.

Features of Chatwork’s Services
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Proportion of Paying Users by Company Size

Easy to Use

FreemiumOpen Platform

Growing Use in the SME Market

● Few people with detailed IT knowledge in the company

● No budget for investing in IT

● Want to use the same tools as customers and associates

SME market
Companies with 300 or fewer people account for 79.7% of paying 
users.*1 

Note: The customer base is stable, with most of the paying users being SMEs and without  
much dependence on specific companies.

*1 As of December 2022
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Larger corporate size

Smaller corporate size

Lower IT skills Higher IT skills

Company B

Target segments

● We have two major competitors, 
but these companies focus on 
different target segments.

● As the market penetration rate of 
business chat tools is still low, the 
companies are working to develop 
new markets in their respective 
domains.

Company 
A

Positioning in the Industry
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● Chatwork is easy to use for communication with customers and business associates thanks to the open platform-based approach, 
which enables seamless internal and external communications, and the freemium model that allows users to start using the software 
free of charge. Because of this, the user base continues to grow exponentially as it is introduced through referrals.

● Entry of competitors has not affected growth in the Chatwork’s user base.

A Service Structure Whose User Base Continues to Grow Exponentially

Market Entry by Competitors

August 2013

Release by Company A

March 2017

Release by Company B2

November 2017

Release of Japanese 
version by Company A

3

1

Strengths of Chatwork

1 2 3

2012/01 2014/01 2016/01 2018/01 2023/09

Number of　Registered IDs
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Product-Led Growth

Strategy

Charac-
teristics

Sales-Led Growth

● Drive expansion in the number of users and 
products by communicating value through 
products

● Focuses on product improvement and 
customer successes

● Expansion through word of mouth, highly 
leveraged growth

● Structured so that ARPU rises as customers 
use products more intensively

● Drive sales increases through sales and 
marketing activities

● Focus on improving sales and marketing

● Dependent on the number of salespeople, 
workers tend to be concentrated

● Sales efforts always needing to focus on 
upselling and cross-selling

Driving Product-Led Growth to Expand Services

● Product-Led Growth (PLG) is a SaaS growth strategy that is the focus of attention in the US, whereby products are used to attract 
customers. This style is distinct from the conventional growth strategy, of Sales-Led Growth. 

● Zoom and Shopify are two examples of PLG, which achieves notably higher levels of growth than non-PLG. PLG requires a large user 
base and a service that spreads by word of mouth. Our service fits with a PLG growth strategy.
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Sales Expansion due to Product-Led Grow

Spontaneous sales 
due to the freemium model

Sales driven by customer success 
measures

*This chart is prepared for the purpose of explaining the PLG strategy and is not intended to disclose actual results or forecasts

Using Customer Success Measures to Accelerate Spontaneous 
Product Growth

● Since the time our service launch, the free plan has driven an increase in use. We have been using a freemium model, in which the 
basic model has limited functionality. Users pay to unlock full functionality. 

● Since 2015, we have provided support during the initial period (onboarding) and promoted usage (customer success). This has led to 
success in boosting spontaneous, ongoing growth in freemium sales (a Product-Led Growth strategy).
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*1 NRR rate = (ARR at beginning of period - revenue churn on a monthly basis + revenue expansion on a monthly basis) / ARR at beginning of period
*2 Stock revenue as of Dec. 31, 2022 from billing customers as of Dec. 31, 2021 ÷ Stock revenue from Dec. 31, 2020 to Dec. 31, 2021
*3 Monthly continuation rate is indicated as "1 - churn rate." Churn rate refers to the rate of churn to the number of registered IDs. The figure indicates the 12-month average value from October 2022 to the end of September 2023.

Chatwork Revenue Growth by Cohort

● Growth in income due to more internal users and customers upgrading to premium plans exceeds the downward impact of canceled 
contracts.

● The net revenue retention rate*1 is over 123%*2.

● The monthly retention rate is extremely high, at 99.66%*3.

2022/1



6 Medium-Term Business Plan
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JPY3.37 billion sales（FY2021）First Year: 2021

● Maximize investment speed

● CAGR of 40% in the 
Chatwork segment

Long-term
2025 and beyond

Market share of 40% in 2024
JPY10 billion sales

Leader in business chat for small and medium-sized companies

Platform interacting with small and medium-sized companies 
in a host of ways

Business super app

Medium-term
2024

Medium-Term Policy

● We aim to increase our market share from 2021 to 2024 and establish a position as the leader in business chat for SMEs. 

● From 2025, we will leverage our overwhelming share of the market among SMEs to roll out a business super app, which will be a 
platform that users can manage many business tools on it.

● The medium term (from 2021 to 2024) is the most important phase for gaining market share, so we will maximize our speed of 
investment. 
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CAGR of 
40%

Sales Targets for the Chatwork Segment Business Chat Market Targeting SMEs (SAM*1)
Target Market Share in 2024

*1 Our mainstay Chatwork segment includes account, advertising, and platform businesses, and excludes the Security business.
*2 Refers to the “serviceable available market,” or that proportion of the total accessible market (TAM) indicating demand in specific customer segments.
*3 The Company has estimated using the business chat penetration rate resulting from its own surveys.
*4 The number of workers at small and medium-sized companies is estimated by the Company, based on the Ministry of Internal Affairs and Communications’ “Labor Force Survey” and the “White Paper on Small and 
Medium Enterprises” by the Small and Medium Enterprise Agency.

Target share by 
2024:

40%

23.13 million people

Business chat users Non-business chat users

Business chat penetration rate*3

50%

Other tools

46.26 million people

Workers at SMEs*4

23.13 million people

Medium-Term Management Plan

● In our main business, Chatwork segment*1, we aim to achieve a CAGR for sales of 40% between 2021 and 2024.

● By FY2024, we intend to generate revenue of JPY10.0 billion and be the leader in business chat among SMEs, with a market share of 
40%. 
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　　　　Main Stream Market（Customer Focus）

Population

Rapid Change in Phase due to COVID-19

 ChangeEarly Market（Product Focus)

2.5% 13.5% 34.0% 34.0% 16.0%

Use of Business Chat Tools

Using them

Don’t use them

*1 Based on a study commissioned by Chatwork, n＝30,000
*2 Geoffrey Moore’s “chasm theory” hypothesizes a deep barrier that must be crossed in order for new products and technologies in the high-tech sector to move from early-stage to mainstream markets.

Innovators
Early 

adopters 
Early

majority 
Late

majority Laggard
s

C
hasm

 (large, deep trench)

Reasons 2021 to 2024 is the Most Important Phase

● In the strong and major trend of digital transformation, the number of people working from home has increased strongly since 2020 
due to COVID-19. As a result, we face a fundamental shift in working styles, “New Normal”.

● The rate of adoption for business chat is currently about 18.6%*1, which means that it has crossed the "chasm", and is beginning to 
spread into the majority market. On the other hand, the penetration rate among SMEs is lower than that of enterprises, and is 
expected to enter a phase of full-fledged expansion in the future.

● As it is hard to switch a business chat once introduced, it is important to become customers’ first choice in business chat, so we can 
acquire market share going forward.
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Actual

2020-2022

CAGR 43.1%

Revenue of Chatwork segment

JPY millions

*1 Our mainstay Chatwork segment includes account, advertising, and platform businesses, and excludes the Security business.

Revenue Growth Substantially Outpacing Our Target

● For the mainstay Chatwork segment*1, we are targeting revenue growth at a CAGR of 40% or more from 2021 to 2024.

● CAGR of 43.1% from 2020 to 2022, growth outpaced this target substantially

Target

2021-2024

CAGR 40%



Strategy Update
on the Medium-Term Business Plan
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Communication Platform Strategy Incubation Strategy

Promote the PLG*1 model, maximize the number of users, 
and increase the percentage of active users to establish 
an unparalleled high-value platform in the SME space.

Use BPaaS*2 as the key to establish a highly productive 
hybrid operation that combines tech and people to truly 
deploy DX across a wide range of management areas.

Using SaaS on the customer’s behalf 
across the entire business process.

Implementing essential DX 
in the majority market

Promoting high-efficiency 
growth using the PLG model

A high-value platform 
that engages with users through chat

*1 Product-Led Growth (PLG) is a SaaS growth strategy that is the focus of attention in the US, whereby products are used to attract customers. This style is distinct from the conventional growth strategy, of Sales-Led Growth. 
*2 BPaaS is short for Business Process as a Service. Rather than just software, BPaaS is a cloud service that provides business services themselves, allowing facilitating cloud-based business process outsourcing (BPO).

PLG BPaaS

Two Strategies towards Achieving Our Medium-Term Business Plan

● We are executing two strategies towards achieving our medium-term business plan.

● Deepening our business chat as a communication platform strategy and promoting an incubation strategy to enable various business 
developments on that platform.



Communication Platform 
Strategy

Medium-Term Business Plan #1
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Communication Platform Strategy

Promote the PLG model, maximize the number of users, 
and increase the percentage of active users to establish an unparalleled high-value 
platform in the SME space.

Concept

● We will continuously improve and evolve our product, leveraging network effects to be a 
winner in the specific category of business chat for small and medium-sized businesses. 
As a result, we will become a platform that combines scale and quality.

● We will establish extremely sophisticated and highly efficient user communications. We will 
also promote productivity-conscious business operations while providing high-quality 
proposals based on high customer resolution.
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Product-Led Growth

Strategy

Charac-
teristics

Sales-Led Growth

● Drive expansion in the number of users and products by 
communicating value through products

● Focuses on product improvement and customer 
successes

● Expansion through word of mouth, highly leveraged 
growth

● Structured so that ARPU rises as customers use 
products more intensively

● Drive sales increases through sales and marketing 
activities

● Focus on improving sales and marketing

● Dependent on the number of salespeople, workers tend 
to be concentrated

● Sales efforts always needing to focus on upselling and 
cross-selling

PLG (Product-Led Growth)

● Product-Led Growth (PLG) is a SaaS growth strategy that is the focus of attention in the US, whereby products are used to attract 
customers. This style is distinct from the conventional growth strategy, of Sales-Led Growth. 

● Zoom and Shopify are two examples of PLG, which achieves notably higher levels of growth than non-PLG. PLG requires a large user 
base and a service that spreads by word of mouth. Our service fits with a PLG growth strategy.
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Sales-Led 
Growth
Model

Requests for 
materials/ inquiries

Marketing

Sales discussions

Inside sales

Order

Field sales

Add licenses

Customer success

Product-Led
Growth
Model

Support use, sales 
discussion

Inside sales

Convert to 
paying

Field sales

Marketing/introductions

Add licenses, 
promote 

introductions

Customer successAttract free users

Analyze use

Product team

Activate by increasing product value

Product team

Process of Promoting the PLG Model

● Under the conventional SLG model, marketing gathers a list of potential customers and sales proceeds with the process of 
negotiating and receiving orders.

● Under the PLG model, marketing attracts free users. Our system then analyzes their usage data and automatically creates a list of 
users who are likely to become paying customers. Sales staff then makes proposals based on the list, promoting sales discussions 
and encouraging users to become paying customers.

● Under the PLG model, marketing can invest in advertising to achieve a large-scale increase in users. This model also uses AI and 
sophisticated data analysis to achieve highly efficient sales and customer success. 
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Deep understanding of 
Industry structure and Business 

process
Efficient Approach via Chat toolAdvanced analysis with users' data

Making the Process Extremely Efficient through:
High Customer Resolution x PLG Model x Chat

● We will address overseas competitors by leveraging our strength as a vendor with a strong presence in Japan, and use dedicated 
teams to gain a better industry understanding. We will improve the quality of marketing and sales by studying each industry's 
business processes and challenges and molding business chat to those needs.

● In addition to industry understanding, the PLG model combines customer usage data with advanced data analysis to create a highly 
efficient communication process. In addition, we also take full advantage of the communication service and use chat to practice the 
approach.



Incubation Strategy
Medium-Term Business Plan #2
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Incubation Strategy

Use BPaaS as the key to establish a highly productive hybrid operation that 
combines tech and people to truly deploy DX across a wide range of management 
areas.

Concept

● Using business chat as the interface, we are developing a business that promotes DX in 
many customers’ fields through highly productive hybrid operations that combine 
technology and people.

● We offer a full range of solutions that support management through alliances and M&A, as 
well as proprietary development. We have established a highly efficient, data-based 
matching mechanism to understand customer needs.
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BPaaS
(Business Process as a Service)

SaaS
(Software as a Service)

PaaS
(Platform as a Service)

IaaS
(Infrastructure as a Service)

Hardware

Middleware

Application

Business process

About BPaaS

● BPaaS is short for Business Process as a Service. Rather than just software, BPaaS is a cloud service that provides business services 
themselves, allowing facilitating cloud-based business process outsourcing (BPO).

● BPaaS, the next upstream layer from SaaS in cloud-based services, will be the next trend.

Service type Scope of offering
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BPaaSSaaS

34.0% 34.0%

　　Mainstream market (customer focus)ChangeEarly market (product focus)

2.5% 13.5% 16.0%

Innovators Early 
adopters

Early majority Late majority
Laggards

C
hasm

 (large, deep
 trench)

Majority market 
(Two-thirds of the total)

BPaaS, the Mainstay of DX for the Majority Market

● With a penetration rate of 18%, business chat has crossed the chasm, taking on the majority market as its principal battleground.

● After several years of promoting DX solution business, users in the majority market are busy with field work and few IT-savvy 
employees. As a result, we understand that users find it difficult to differentiate among the many SaaS products on offer. 

● Rather than proposing SaaS, we are promoting a form of DX that involves using SaaS on the customer’s behalf across the entire 
business process.

CRM/SFA Video meeting

Task management
Project management

Document 
solution

Strage

Employee 
time & scheduling

Engagement

Recruitment Personal 
Assesment

Telephone
Secretary Service

Business agent 
service
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API Link

Business type Chatwork product
Inquiry response, 
hearing, request for 
response, business 
representation, etc.

Automation engine

Notification, chat-linked 
processing, SaaS 
auto-execution, etc.

Dedicated service

Operations Business-related 
SaaS

HR/labor

Sales/marketing

Accounting/finance

Procurement/
purchasing

General affairs/ 
other research

BPaaS contact

Business chat

● Chat, task
● Notices (notification, BOT)

● Service menu
● Project management, 

consultation

Contact, 
consult

Notify, link

Request 
confirmation
Response report

Select, 
operate

Consult

etc

● Back-office SaaS
● SaaS for business 

management and 
coordination

Professionals, experts,    
etc.

Our BPaaS Rollout

● We will maximize the use of business chat to develop the BPaaS business. Being a platform operator gives us a substantial advantage 
during rollout. 
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Customer 
issue

Customer 
issue

Customer 
issue

Customer 
issue

Customer 
issue

DX advisory 
service

Provide SaaS 
directly

Provide 
operations via 

BPaaS

DX

Highly Efficient Matching of Optimal solutions to Customer Issues

● To respond to a wide range of customer issues, we are expanding our product lineup through alliances and M&A, as well as through 
in-house development. We will propose a flexible combination of SaaS and BPaaS to meet customer needs and achieve essential DX 
that significantly improves productivity.

● We will combine the data accumulated by the PLG model with DX advisory services and other services to build an operation that uses 
a combination of technology and people to enable high-quality matching.
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https://corp.chatwork.com/ja/cvc-contact/

Contact Us

Investment Strategy for Maximizing Synergies Investment Results

Investment

Target customers
:SMEs

Growth
Accelation

customer referral fees

capital gains

2 ways return on our investments
expand further investment opportunities

Investees IPO

M&A

Dominant number 
of users at SMEs

Consolidated 
subsidiary

Investments

Chatwork Super App Fund Investment Strategies to Maximize Synergies

● To strengthen our platform strategy, in FY 2021 we launched a CVC fund, the Chatwork Super App Fund.

● The objective is to invest in and strengthen alliances with companies that share our attributes, and then refer Chatwork customers to 
them. While returning our investment through the customer referral fees we receive, we also target future capital gains by growing 
portfolio companies. 

● In January 2023, we acquired 100% of the shares of MINAGINE Co., Ltd. Any synergies that result will go toward expanding further 
investment opportunities. 

NEW

https://corp.chatwork.com/ja/cvc-contact/
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Combine and align two concomitant models

Expand marketing measures

Expand product marketing measures

Increase measures to increase recognition and branding among small and medium-sized companies

Selection of focus industries and their validation

Enhance product functions and link with services in specific fields

FY 2021 FY 2022 FY 2023 FY 2024

Communication 
Platform
Strategy

Incubation
Strategy

Medium-Term Strategy Roadmap

Provide DX solutions for diverse industries and sectors

Launch and expand new services (M&A, alliances, etc.)

Verification of DX advisory services

Launch of BPaaS in the human 
resources field

Expansion of BPaaS into multiple sectors

Significant reduction in man-hours through the 
use of technology



Long-Term Vision, Roadmap



BPaaSで業務提供
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SaaS to Business Efficiency 

BPaaS to Provide Business

Business Support

Empower clients to focus on 
their core business

“Chatwork” upgrade to “Super app” for business

Long-Term Vision

Engagement
Document solution Video meetingTask management

Project management
Strage CRM/SFA

Personal 
Assesment

Recruitment Chatwork 
Telephone 

Secretary Service

Employee 
time & 

scheduling

Billing Management
Contract Management

Accounting

Finance Assistance Payment Order 
Management

● Super apps: apps that become platforms of which function as a starting point for various businesses.

● Business chat tools have the advantage of being business platforms, because users spent more time with these products compared with 
other SaaS tools.

● We achieve an environment where SMEs can focus on their core business by providing SaaS, BPaaS, and various management support 
through our service.
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*1 This is the market size estimated by Chatwork. The estimated figure may differ from the actual market size.
*2 Source: IDC Japan’s “SMB IT Domestic Market Forecast”
*3 Figures for the Japanese workforce are from the “Labor Force Survey” by the Ministry of International Affairs and Communications’ Statistics Bureau. Calculated as the average number of workers in 2019 times the unit price of the enterprise 

plan times 12 months.

JPY0.6
billion

JPY4.1trillion

The potential market has 
grown due to ARPU 
improvement and platform 
business expansion.

IT spending by SMEs in Japan*3

Potential size of Chatwork’s market

Size of the Potential Market for Business Super Apps

● As business super apps grow, our target market will expand from business chat alone to include overall IT support for SMEs in Japan, 
driving up the scale of the market to JPY4.1 trillion.



Sustainability7
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Sustainability Vision

A society where everyone enjoys working and where 
creativity abounds

Our mission is "making work more fun and creative." People spend 

much of their lives working, and that time should not be spent only to 

earn money. We want to create a society that enables as many people 

as possible to enjoy their work more and express their creativity fully 

and freely to achieve their dreams and aspirations. 

We believe that more people will work to actively achieve their dreams 

and aspirations, which will enrich their lives and lead to value creation 

that will transform our society into one that is more prosperous and 

sustainable. 

Achieving this sustainability vision requires collaboration with our 

stakeholders, and we are committed to co-creating a sustainable 

society together.



A society where everyone enjoys working and where creativity abounds
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Strengths of Chatwork organization

Management capital

Financial capital

Financial Base and 
Growth Investments to 
Accelerate Growth

Intellectual capital

Sophisticated 
knowledge of SMEs

Human capital

Highly specialized 
product organization

Social relationship 
capital

External network for 
development and 
operation

Natural capital

CO2 emissions from 
electricity consumed by 
cloud servers

Growth strategyKey issues

Identified 11 
key issues

Promote further adoption and utilization 
of Chatwork

Use platform to support DX promotion
Reinforce value creation infrastructure

Mission-driven

Structured strategy and operations

A workplace with growth opportunities

Our Vision (2030)
Create a business super app

Support DX promotion (mainly among SMEs) 
and help them improve productivity

Main KPIs for 2030

The Value Creation Process

Creating social value 
through business

Issues related to 
strengthening the foundation 

for value creation

Helping to resolve social 
issues on a global scale

Provide value to society
● Number of SMEs in Japan using the 

DX promotion platform: 1MM 
companies

● Reduce CO2 emissions (Scope 1+2) 
to net zero

● Use 100% renewable energy to 
power operations (Scope 2)

Create value for the company
● Improve employee job satisfaction
● Enhance brand value
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Very 
important

Prevent climate change and engage in energy 
management

Promote internationally recognized human 
rights-based business

Promote diversity management to help create new 
value

Improve SME labor productivity through DX

Cultivate joy and creativity among personnel

Ensure reliable quality as business infrastructure

Provide sophisticated information security and 
ensure privacy

Promote sustainability management to realize our 
philosophy

Important

Reduce greenhouse gas emissions for society as a 
whole through DX

Promote CSR procurement

Provide information on using socially and 
environmentally conscious services

Contribute to DX human resource development in 
local communities

Strengthen risk management as an infrastructure 
company that supports society

Realize corporate governance that drives corporate 
value enhancement

Promote corporate activities with integrity to all 
stakeholders

Be a trusted brand and strengthen engagement

Somewhat 
important

Contribute to resource recycling

Somewhat important Important Very important

･･･Important ･･･Very Important

Key issues related to value creation through business Key issues related to value creation infrastructure Key issues related to solving global social problems

Im
pact on the sustainable developm

ent of society

Impact on the Group’s sustainable growth

Materiality (Key Issues) for Realizing the Mission

● To realize our mission, we have identified key issues that the Group needs to address over the medium to long term on both the 
financial and non-financial fronts. We have defined “11 key issues for realizing our mission and vision.”
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Category Key issues Actions and KPIs leading to 2030 goals

Social value 
creation through 

business 

Improving labor productivity at SMEs through DX Number of Japanese SMEs using our business platform: more than 1 million 

Creating human resources who can work 
in a fun and creative way 

Credo ambassadors educate employees about our values
Conduct engagement surveys

Enhancement of 
value creation 
infrastructur

Ensuring reliable quality as business infrastructure 
System uptime for IT services provided: 99.5% or higher on an ongoing 
basis

Advanced information security and privacy protection 
Enhanced security management across the entire company
Critical security incidents: 0

Conducting sustainability management to achieve the corporate 
philosophy 

Training for basic sustainability and ESG
Training for new employees on Chatwork Sustainability Initiatives

Actions and KPIs Leading to 2030 Goals

● Listed below are the actions and KPIs leading to 2030 goals corresponding to key issues that were identified as being “very 
important” for both society and the Company.
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Launch of the Sustainability Website

Chatwork Sustainability Website

https://corp.chatwork.com/ja/sustainability/

We are pleased to announce that we have launched a sustainability website to 

inform our stakeholders about our environmental, social, and governance (ESG) 

initiatives to realize a sustainable society.

As stated in our Sustainability Vision, of being "A society where everyone enjoys 

working and where creativity abounds," we are determined to contribute to the 

realization of a sustainable society together with our stakeholders by taking 

social issues seriously and sincerely addressing the key issues we have 

identified. Please have a look.

URL

https://corp.chatwork.com/ja/sustainability/


Appendix8
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1,695
1,214    2,909

3,060

    2,261

    1,390

    2,318

1,059
631
246
189
934

266

1,993

1,165
224

2

Cash and deposits
Other

Goodwill
Software
Software in progress
Investment securities
Other

Short-term borrowings
Current portion of 
long-term borrowings
Other

Long-term borrowings
Other

Current assets

Non-current 
assets

Current 
liabilities

Non-current 
liabilities

Net assets

Balance Sheet

● As we are now in the most important phase of increasing market share under our medium-term management plan, we are investing 
flexibly. We are generating operating losses as a result, but our financial base remains sound.

Unit: JPY million

* as of the end of September 2023
* round down to the nearest million yen
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Chatwork 
business

Account business

Platform business

Advertising business

Security business

Chatwork segment

Account business

Platform business

Security segment

● Chatwork

(Direct sales, Agency Sales, and 
Chatwork provided to  KDDI on an OEM 
basis)

● Advertising, referrals, Peripheral 
services

● Acquired businesses*1

Distribution of software provided by ESET

Foremost Management Target

*1 Currently indicates the cloud storage business and MINAGINE Co., Ltd.’s business 

Our Business Segments

● The cloud storage business, which we acquired in July, entered the scope of consolidation in Q3 2021. As a result, we have revised our 
business segments as shown below.

● The cloud storage business and MINAGINE Co., Ltd.’s business acquired through M&A are incorporated (as a peripheral business) into 
the Chatwork segment’s platform business.

● Our foremost management target is revenue growth in the Chatwork segment, which will achieve a CAGR of 40% or more between 2021 
and 2024.
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ARPU Average Revenue Per User

Average amount of revenue per paying ID

Super app
An integrated app that can be used in a number of situations by integrating various 
functions into a single app that serves as a platform

DAU Daily Active User

People using the service each day

SaaS
Software services provided via the cloud

Software as a Service

ARR Annual Recurring Revenue

Monthly recurring revenue multiplied by 12

LTV/CAC
Indicators of the profitability of acquiring one user:
Lifetime value (LTV) is the revenue generated during a customer lifespan, and 
customer acquisition cost (CAC) is the cost of acquiring one new customer.

Subscription
A fixed fee paid for content and services

Horizontal SaaS
SaaS that can be used regardless of industry

NRR Net Revenue Retention Rate

A sales retention ratio, indicating whether customer sales are maintained year to year

Vertical SaaS
SaaS for a specific industry

TAM Total Addressable Market

Maximum potential market size

PLG
A highly efficient SaaS growth strategy for using products to acquire customers

Product-Led Growth

Terminology



91

Historical Changes in Price and Plan Revisions

● Since the service launch in April 2011, we have consistently implemented pricing and plan revisions with the aim of improving 
convenience and service quality. 

● Moving forward, we will continue to consider appropriate measures aligned with the value provided to our users.

July, 2023
Pricing Revisions for Business Plan and Enterprise Plan:
- Apply new fees to all users, including existing ones

October, 2022
Changes to Free Plan Services:
-Remove the limit on the number of group chats
-Introduce browsing restrictions

August, 2022
Integration of Personal Plan into Business Plan:
-Discontinue individual paid plans
-Transition users with payment failures and account suspensions to the Free Plan

October, 2021 Discontinuation of the previous KDDI Chatwork plan

July, 2021 Old plan discontinuation / Change in group chat restrictions

February, 2021 Plan integration

April, 2020 Discontinuation of the previous plan

February, 2020 Pricing revisions

April, 2016 Pricing revisions

April, 2011 Service launch
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*1 Annual recurring revenue (ARR) is the value of the contracted recurring revenue components of term subscriptions normalized to a one-year period.
*2 Life time value (LTV) is an estimate of the average revenue that a customer will generate throughout their lifespan as a customer.

ARR*1

(regular sales)

Cost of sales

General administrative 
expenses

Sales/marketing 
expenses

Profit

Sales Cost Growth costs Operating profit

Profit 
(excluding 

promotions)

Earnings before 
growth costs

2nd year 
onward

ARR
(LTV*2)

Current 
fiscal year

Future

● Costs relating to the acquisition of new SaaS customers (sales/marketing expenses) are 
costs for acquiring future sales and can be considered an investment in the future.

● We will invest with control as needed according to conditions in the market and 
competitive environment.

Cost Structure: Investment Principle
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Get enthused about work

We want to make work more exciting and 
inspiring, revitalizing the workplaces 
through more invigorating communications.

We cultivate a solid understanding of how 
people work and facilitate a working style 
that is unfettered by the constraints of time 
or location.

We released a brand movie expressing our desire to be an activator of 
business by guiding the success of each person with the power of technology

Chatwork’s Ideals 

https://youtu.be/3NHp8caltK0

        “Change starts with Chatwork.”

https://youtu.be/3NHp8caltK0
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● People who have held shares continuously for two record dates (six months) in the company’s shareholder register, each 
year as of June 30 and December 31.

● Shareholders registered as holding at least one share unit (100 shares).

Shareholder eligibility

● Shareholders can receive one ID per shareholder number for our paid personal plan*1.

● The monthly fee is waived as long as the party continues to hold the company’s shares.

Benefit details

We aim to increase understanding of our company as more 
people use our services and encourage their long-term 
support for the company’s growth.

*1 Although we no longer offer the paid personal plan, due to our integration of the personal plan into the business plan, we will continue to offer this plan to shareholders.

Shareholder Benefit Plan
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Masaki Yamamoto founded EC studio (currently Chatwork Co., Ltd.) in 2000 while still enrolled in 
university. Since then, he has been involved in developing a wide range of services as CTO in charge of 
technology, planning and release of Chatwork, a cloud-based business chat tool, in March 2011. Along 
with leading development of the tool as an engineer, he has grown it into the company’s core business 
in his role as executive officer. In June 2018, he was appointed CEO of Chatwork Co., Ltd.
He was awarded the Venture Manager Prize at the 45th Keizaikai Grand Prix. In October 2023, he was 
appointed Director & Senior Executive Officer, CEO of Chatwork Co., Ltd.

Masaki Yamamoto, CEO

● Involved with the company’s core product, Chatwork, from the outset as a planner, developer and 
executive officer 

● As a board member since founding, has overseen various aspects of the company, including 
technological development, business operations, and corporate affairs

● As a CEO with technological expertise, capable of making decisions based on an in-depth 
understanding of technological trends.

Strengths as CEO

CEO
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Director & Senior Executive Officer

Naoki Inoue is a graduate of Waseda University. After holding positions at strategic consulting firm Roland 
Berger, Dell, and other companies, he joined Recruit in 2008 and was involved in new business development 
and M&A. Having supervised the acquisition of Indeed in 2012, he was assigned to the U.S. to handle 
post-merger integration (PMI). In 2015, he was assigned to the U.K. to supervise PMI following the 
acquisition of Treadwell. In November 2017, after returning to Japan, he joined Chatwork as CFO. He was 
appointed as director and CFO in March 2019. In October 2023, he was appointed Director & Senior 
Executive Officer, CFO.

Naoki Inoue, Director & Senior Executive Officer, CFO

Shoji Fukuda joined ITOCHU Corporation in 2004, where he was engaged in new business development 
and investment operations related to the Internet. In 2013, he joined SMS where he supervised the entire 
nursing care area centering on Kaipoke, a management support service for nursing care operators, and 
Kaigo Job, a recruitment and career change information service for nursing care workers. In 2018, he was 
appointed as executive officer of the company. In January 2019, he became an external director of 
Chatwork. He joined Chatwork in April 2020. Following appointment as executive officer, CSO, and the 
general manager of Business Headquarters in July 2020, he was appointed director and COO in April 
2022, and Director & Senior Executive Officer, COO in October 2023.

Shoji Fukuda, Director & Senior Executive Officer, COO 
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Executive Officer

After developing web-based systems for a system integrator, Mr. Tanaka joined Chatwork Co., Ltd., in 2013. He has been in charge of numerous projects including web 
front-end development for UI renewal projects, REST API development for external use, and message search server renewal. Later, as an engineering manager, gained 
management experience across a wide range of product areas. He became senior vice president of the Product Division in March 2023, and in October 2023 he was 
appointed to the position of executive officer. 

Yuki Tanaka, Executive Officer & Senior Vice President of Product Division

After working at a real estate company and a consulting firm, in 2013 Mr. Hase joined Oisix Inc. (now Oisix Ra Daichi Inc.) where, as the head of the finance and accounting 
department, promoted M&A and PMI. In 2019, he moved to Japan Post Capital Co., Ltd., where he invested in several companies as part of the investment department. In 
December 2022, he joined Chatwork Co., Ltd. as senior vice president of the Administrative Division, and in October 2023 he was appointed to the position of executive 
officer.

Shinsuke Hase, Executive Officer & Senior Vice President of Administration Division

After working for a consulting firm and DeNA Co., Ltd., Mr. Saito started his own business in 2014. He developed this business, which focused on supporting the business 
development of small and medium-sized enterprises. He then joined ZUU Co., Ltd. in 2018, where he oversaw corporate activities as an executive officer. He joined 
Chatwork Co., Ltd. in 2020. In January 2023, he became senior vice president of the Communication Platform Division, and in October 2023 he was appointed to the 
position of executive officer.

Shinya Saito, Executive Officer & Senior Vice President of Communication Platform Division

After working for Showa Leasing Co., Ltd., Mr. Okada joined the Rakuten Group, Inc. There, he took part in the launch of an e-commerce business in the BtoB domain and 
gained business management experience. He then moved to SMS Co., Ltd., where he was active in business development. In April 2017, took charge of Kaipoke, driving 
SMS’s elderly care operators business. He joined Chatwork Co., Ltd. in May 2022. In January 2023, he became senior vice president of the Incubation Division, and in 
October 2023 he was appointed to the position of executive officer.

Ryoichi Okada, Executive Officer & Senior Vice President of Incubation Division

After working in marketing for a major automobile manufacturer, Mr. Tobimoto went on to obtain an MBA from Kyoto University’s graduate school before joining a major 
foreign consulting firm. After providing management support to several venture companies, he joined TORIDOLL Holdings Corporation in 2018, where he led the group's 
overall organizational and human resource strategy. In 2019, we was appointed to the position of executive officer, CHRO, and general manager of the management strategy 
division. In October 2023, Mr. Tobimoto became senior executive officer and CHRO of Chatwork Co., Ltd.

Masaaki Tobimoto, Senior Executive Officer, CHRO and & Senior Vice President of People Division
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Through SBI Holdings, the financial holding company of a 
comprehensive internet-based financial group, in 2006 Mr. Miyasaka 
was involved in the launch of the current SBI Sumishin Net Bank 
(investors: Sumitomo Trust and Banking and the SBI Group). He 
joined GMO VenturePartners in 2008, becoming a director and 
partner in 2012. In March 2021, he was appointed as an outside 
director of Chatwork.

Tomohiro Miyasaka
Outside Director

Outside Directors and Auditors

Mr. Murata joined the Osaka Securities Exchange in 1991. He was 
appointed executive officer in 2003 and was responsible for the launch of 
the OSE Hercules market. After the Osaka Securities Exchange and the 
Tokyo Stock Exchange merged, in June 2013 he was appointed as an 
executive officer of the Tokyo Stock Exchange, where he was in charge of 
the listing promotion division. In April 2018, he established Public Gate 
LLC to provide mentoring to management teams aiming to take their 
companies public. In March 2019, he was appointed as a part-time Audit 
& Supervisory Board member of Chatwork.

Masayuki Murata
Outside Director/Audit Committee Member

Belonged to Nakajima Transactional Law Office since 2005. 
Became a partner of the same office in 2010. Established 
HAYAKAWA BUSINESS LAW OFFICE in 2015. Appointed as an 
outside auditor of HENNGE Co., Ltd. in 2018, and of 
MonsterLabo Holdings Inc. in 2020. Engages in business 
activities mainly focusing on consulting for corporate governance 
and risk management in listed companies, as well as supporting 
growth strategies for venture companies.

Akenobu Hayakawa
Outside Director/Audit Committee Member

In 2005, joined Koyou Audit Corporation. Joined KPMG AZSA 
LLC, a limited liability company, in 2006 and engaged in IPO 
support, internal control audits, financial due diligence, and other 
related tasks. In 2014, appointed as a full-time auditor of Mercari, 
Inc., which was in its second year of establishment, and 
established management and internal control systems to support 
the company's growth. In January 2020, appointed as an auditor 
of Findy, Inc., and in May 2022, appointed as an auditor of 
Kashima Antlers Football Club, Inc.

Fumiyuki Fukushima
Outside Director/Audit Committee Member
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● This document has been prepared by Chatwork Co., Ltd. (the “Company”) solely for information purposes. This document does not 
constitute or form part of and should not be construed as, an offer to sell or issue or the solicitation of an offer to buy or acquire securities of 
the Company in Japan, the United States or any other jurisdictions. The information contained herein is based on current economic, 
regulatory, and market trends and other conditions. The Company makes no representation or guarantee with respect to the credibility, 
accuracy or completeness of the information herein. The information contained herein may change without prior notice. You may not publish 
or use this document and the contents thereof for any other purpose without prior written consent of the Company. Furthermore, information 
on future business results are forward-looking statements. Forward-looking statements include but are not limited to expressions such as 
“believe,“ “expect,“ “plan,“ “strategic,“ “expect,“ “anticipate,“ “predict,“ and “possibility,“ as well as other similar expressions to explain future 
business activities, achievements, events and future conditions. Forward-looking statements are predictions about the future that reflect 
management's judgment based on currently available information. As such, these forward-looking statements are subject to various risks 
and uncertainties that could cause actual results to differ materially from those expressed in or suggested by the forward-looking statements. 
Therefore, you may not rely entirely on forward-looking statements. The Company assumes no obligation to change or correct any 
forward-looking statements in light of new information, future events or other findings.

● This document and its contents are confidential and are being provided to you solely for your information and may not be retransmitted. This 
presentation is being furnished to you solely for your information and may not be reproduced or redistributed to any other person. In giving 
this presentation, the Company does not undertake any obligation to provide the recipient with access to any additional information or to 
update this presentation or any additional information or to correct any inaccuracies in any such information that may become apparent.

● Information on companies other than the Company and information provided by third parties are based on public information or sources. 
The Company has not independently verified the accuracy and appropriateness of such data and indicators used herein, nor does it assume 
any responsibility for the accuracy and appropriateness of such data and indicators presented in this document.

Disclaimer
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