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Domestic E-Commerce GMS

FY2015 FY2016 FY2017 FY2018 FY2019

2.6 2.8
3.1

3.4
3.9 +29.6％ YoY

+11.3％ YoY

(JPY tn)

Growth of marketplace 

businesses

・Rakuten Ichiba

・Rakuten Travel

・Rakuten GORA etc.

Investing phase businesses

・Rakuten Direct

・Rakuma

・Rakuten Books

・Rakuten Fashion

・Rakuten BIC

・Rakuten Seiyu Netsuper etc. 

+13.4% YoY



FY2019 Domestic E-Commerce Operating Income Breakdown

(JPY bn)

FY2019 

Domestic E-Commerce 

Operating Income

FY2018 

Domestic E-Commerce 

Operating Income

Growth of marketplace 

businesses

・Rakuten Ichiba

・Rakuten Travel

・Rakuten GORA etc.

Investing phase businesses

・Rakuten Direct

・Rakuma

・Rakuten Books

・Rakuten Fashion

・Rakuten BIC

・Rakuten Seiyu Netsuper etc.

Logistics-related investments / costs,

others

+6.5
-13.3

57.9
51.5

+0.4



Executive Officer,
Rakuten, Inc.
(Marketplace business planning, 
marketing, and organization)

Ryo Matsumura



Growth Factors: 1) One of Largest Customer Benefits in Japan

Number of points 

issued by Rakuten 

Group annually (2019)



No. 1 in Overall Satisfaction Level

T-POINT

WAON

d POINT

Ponta

nanaco

au
WALLET

Points I am happiest to receive Points I earn and use the most Points easiest to accumulate

32 34 35

Source: MyVoice (Internet Survey, %, N=1,000, October 2018)



Jul 2018 Sep 2018 Apr 2019 Jul 2019 Oct 2019

+Bank +Securities Divided between Books/Kobo
APP 0.5 points/ 

Energy/insurance
Pasha

SPU (Super Points Up) Program Evolution



SPU (Super Points Up) Program Penetration
Ratio of SPU users amongst Rakuten Ichiba buyers

75.2%

SPU start

2016 2017 Dec 20192018
(Unit; % ratio of points granted to users by SPU among Ichiba purchasers (member basis))



Growth Factors: 

2) Compatibility between Diversity and Unification

UnificationDiversity
Improving user convenience by 

unifying functionsMaximizing the appeal of unique stores

Safety and security initiativesStrengthening communication tools
R-Messe  R-SNS

Genre-specific marketing measures
(Examples: Gourment Koshien, Fashion 

The Sale, Collaboration products)

Expansion and utilization of catalog 

data and tags
Realizing good UI/UX with the 
best search for each genre

Quality improvement and 

compensation system

Product image registration 

guidelines

One Payment

Shipping fee inclusive program



Enhanced Search Refinement Functions

Smartphones PCs

Released in 2019



Before After

Introduction of Multiple Image Functions

Click

Released in 2019



Product searchability

Product Image Guidelines
Improved impression of product images and ease of searching since introduction

User survey

+0.7pts

+39.8

Images 

matching 

guidelines

Images not

compatible

with guidelines

pts

2017 2018 2019

Recommendation

level (NPS)

* NPS: Net Promotor Score “Searchability” Jan 2017 – Dec 2019*Questionnaire: Which image do you prefer, images 

conforming or non-conforming to guidelines?

*Research Date: Sep 3-6, 2019 (Smartphone users)



Ongoing Efforts to Improve Customer Satisfaction
Trends in Rakuten Ichiba recommendation intentions

Approx 2.5x

2017 Dec 20192018



Growth Factors: 

3) Customer Attraction Measures for “National Jack”

Further growth of large scale 

sales events

Enhancing the capture of 

trend-related demand

External flow improvement by 
affiliate revisions



Further Growth of Large Scale Sales Events

Enhancement of 

promotions
Enhancement of creativity and 

media plans of TV commercials

Enhancement of 

merchandizing support

Merchandizing and pricing

using PIOP

2018 2019

+20％ YoY

GMS during Super Sale Periods（Annual total)

Rakuten Super Sale GMS

Strengthening external advertising 

channels and creativity



Rakuten Card No. 1 in “Cashless Transaction Value”
Rakuten Pay, Rakuten Edy, and Rakuten Bank debit cards

are all eligible for cashless rewards

* Rakuten Pay (QR code) and Rakuten Edy 

are not eligible for cashless rewards on Rakuten Ichiba

Reasons for choosing cashless rewards
Rakuten Card rewards are more advantageous than usual

Strengthening the capture of trend-related demand 

(cashless rewards)



External Flow Improvement by Affiliate Revisions

System revision

2019 monthly growth in Affiliate inflowMain revisions to Affiliates

Jan

April

Dec

Main

revisions

Before 

revisions

After

revisions

Change in 

measure-

ment period

First purchase 

within 30 days 

after clicking

Putting in basket

within 24 hours 

and making first 

purchase within 

89 days after 

clicking

Change in 

rates
From 1%

2-8% depending 

on product genre

Setting of 

rewards 

caps

None
1,000 yen, once

per product

Affiliate inflow growth rate (YoY)



Future Expansion: 1) Further Enhancing Customer Benefits

Collaboration with Rakuten Mobile

Improve the repeat ratio 

and frequency of use

Further expansion of the 

customer base



UI/UX 

improvements 

by enhancing 

catalogs and 

tags by genre

Enhance 

marketing 

measures by 

genre

Category 

page renewal

Shipping fee inclusive program

Starting March 18

Future Expansion: 

2) Further Strengthening of Diversification and Unification

Diversification
(Uniqueness of stores)

Unification
(Ease of use on 

Rakuten Ichiba)



Page Renewals for Each Genre

Fashion
Beauty products, 

cosmetics, perfume

Daily necessities, 

stationary, and 

handicrafts

Food and 

gourmet food

Released mid-Jan Released late Jan Relased mid-Feb



Strengthening Marketing Measures for Each Genre



Future Expansion: 

3) Enhancement of Large-scale Customer Attraction Measures

Intensive customer attracting measures Base customer attracting measures

More external advertising

Advanced cooperation with 

external media

Effective advertising operations for 

each customer attribute
(Example: Improve operational efficiency of highly 

appreciative light users)

Use of Rakuten Group 

services and media

・Expansion of ROOM

・Cooperation with Rakuten Mobile

Large-scale

sales

Seasonal 

measures

Genre-

specific 

measures

Further expansion of recognition

Numerical and quantitative expansion
Strengthening support for 

merchant preparation



Realize growth for marketplace continuously, 

not transiently

Realization of Continuous Growth for Marketplace

Largest consumer 

benefits in 

Japan

Amount of Rakuten 

points granted

Balancing 

diversification and 

unification

Level of service 

recommendation

Further strengthening 

customer attraction 

measures

Large-scale sales 

events growth



Further enhancement of

sales methods

to realize continuous growth

together with merchants



Executive Officer,
Rakuten, Inc.
Director, EC Technology 
Supervisory Department,
Commerce Company

Akihito Kurozumi



RMS Improvements in 2020



RMS Improvements in 2020

Enhanced device support

Responding to merchants opinions



RMS Reconstruction: R-Storefront
Renewing legacy systems to create RMS that supports the next generation

CSV

Migrating existing core 

database to a new system

• Significantly shorten the reflection time of product batch editing (CSV)

• Reducing delays in product updates during sales

Planned in 2H of 2020



RMS UI Renewal
Significantly improving operability of RMS

Planned in 2H of 2020

• Improved search function, expanded 

editable items

• Mega shop plan also available

Inventory by item 

choice

• Implement SKU add/change/delete 

function
• Enable multiple tab editing

Product registration/

item choices
Product list screen

Tab design image

Multiple tabs



RMS Improvements in 2020

RMS reconstruction

Responding to merchants opinions



Diversification

Unification

Merchant Page Improvement Measures
Enables the building of merchant pages that balance diversity and unity

APP

PCSP

APP

PCSP

APP SP PC



Planned in 2H of 2020

UI Renewal of Product Pages
Improving the visibility and migration of smartphone version product pages

Improving accessibility to 
various information

Promoting migration of 
merchants products

Improving legibility of 
product information

Floating anchor link installation

Merchant name header / large banner installed

Changing page design



Improvement of Ichiba App
Deploy multiple new functions on the app to improve expressiveness

Planned in 2H of 2020

商品説明

Display big banners / store 

categories to enhance migration

More images and 

descriptions

Enhanced coupon 

exposure

Information 

from merchants



RMS App Launch
Supporting more convenient merchant operations

Released in Dec 2019



Released in Jan 2020

Change in definition of merchant charts (R-Karte)
Detailed analysis including apps is possible

Sales formula

・Newly calculated by Rakuten Ichiba app

Analysis report 

Function expansion

・Reflects cancellations and coupon discounts

・Changed definition to number of visitors  

accessing within 30 minutes

Merchant-wide 

analysis

New functions



RMS Improvements in 2020

RMS reconstruction

Enhanced device support



More than 150 improvements 
implemented in 2019 thanks to

voice of merchants



Improvements based on Voice of Merchants (1)
Initiatives to reduce orders with missing addresses

Number of orders without addresses 

per day

-63%

Before

After

Released in Oct 2019



Released in Jan 2020

Improvements Based on Voice of Merchants (2)
Added free text field and selection required field to item choice function

Original design t-shirt

Added free text function

Added required itemization function



Improvements Based on Voice of Merchants (3)
Adding detailed list format display to order management, improving efficiency of 

orders received with batch processing Planned in 1H of 2020



Planned in 1H of 2020

Improvements based on Voice of Merchants (4)
Receipts can be downloaded by users from purchase history screen



Executive Officer,
Rakuten, Inc.
Logistics business,
Commerce Company

Noriaki Komori



Executive Summary

Making easy to understand shipping costs, and easy for first time buyers, so 

purchases are always made on Rakuten Ichiba

Shipping fee inclusive program

Communication with merchants

One Delivery concept

①

②

③

By taking responsibility for everything from order to delivery, Rakuten can 

offer better logistics services to customers, and provide optimal logistics 

services to merchants

Receiving the opinions of merchants through various means of communication, 

and keep improving the platform on a daily basis

All for sustainable growth of merchants, and healthy and sustainable 

expansion of E-Commerce



Shipping fee inclusive program

￥3,980 or more
（incl. tax）

From March 18



Rakuten Ichiba Shipping Fee: Voice of Customers
Many users have given up purchasing because of confusing shipping fees

*Consumer survey by Rakuten

Have you ever given up purchasing

due to shipping fees?

Over the past 3 months, what negative 

experience have you had in Rakuten Ichiba?

Confusing Shipping Fee
Multiple identical product listings

Unreliable reviews

Shipping cost unreasonably high

Arrived later than expected

Falsely advertised discounts

Low quality products

Product differed from picture/description

Product looks fake

Expensive

Poor phone/mail interaction with store

Order was cancelled

Could not contact store

Poor phone/mail support by Rakuten

Fake product

Could not return or exchange product

Changed delivery method

Price changed

No refund

Unpleasant image

Rakuten
Ichiba

Amazon

ZOZO

No
32%

Yes
68%

43% 57％

60% 40%



Overview of Common Threshold of shipping fee inclusion
System of no extra shipping costs being introduced at all stores 

for orders of JPY 3,980 or more (including tax)

Hokkaido, Honshu, Shikoku, 

Kyushu regions

Okinawa, 

remote islands etc

Delivery destination in Japan

O
rd

e
r 

v
a

lu
e

Common shipping threshold applied All merchants
Applicable 

merchants

Prices can be set as before

Large discounts are possible
Orders under 

3,980 yen

Destinations in Japan

Okinawa, remote islands: 

over 9,800 yen (incl. tax)

Applicable 

destinations

Order amount excluding use of 

coupons and points
Applicable 

prices

3,980 yen

9,800 yen

* Refrigerated or large items are not eligible



Shipping fee incluse over 3,980 yen (incl. tax)

Image of Pages for Users (UI)

Listed on the product page as free shipping at 3,980 yen (incl. tax)

In the shopping basket, annotated as free shipping after XX yen

When not applicable

For refrigerated and large items, 

annotated as not applicable

Product page Basket Product page Basket



Image of Pages for Users (UI)

Promotions Announced

・ Promotions announced in major places like Rakuten Ichiba top page and in searches
・ Explain detail at guide pages

市場トップ

Ichiba top page

楽天花子

(仮) 

3,980円以上で送料無料

Searching

（仮）

3,980円以上で送料無料

Guide pages (temporary)

* Designs may be subject to change



Image of Pages for Users (UI)

Search Product page Basket

Product price + shipping

or

Shipping inclusive on orders over 3,980 yen

Shipping fee inclusive over

3,980 yen (incl. tax)

Shipping inclusive

or

Free shipping after xx yen

Shipping amount 

displayed



Expected Impact of Shipping Fee Inclusive Program

Shipping fees become easier to understand

• Customers will find it easier to make purchases

• Easier to calculate final price including shipping

• Eliminates cumbersome calculations when comparing products

More users will become fans 

and enjoy shopping on Rakuten Ichiba



Schedule

Provide RUx video, data confirmation tools

Add delivery 

functions
Adding single item delivery settings and 

courier service (special delivery)

Start Shipping Fee Inclusive Program

Jan

Feb 18

Mar 18

(Released)



包括的物流網の構築

ロゴ差し替え
川島さんご提

供



Goals of One Delivery Strategy

ONE step to receiving 

purchases when you 

want them, at a specified 

location
(Scheduled delivery, same day delivery, 

delivery in one package)

ONE speedy and high 

quality process from 

order to delivery
(Decrease delivery cost, maximize 

sales)

ONE end to end platform from order 

to delivery though collaboration with 

external partners
(Improve customer satisfaction)

MerchantsUsers



Rakuten Super Logistics Expansion
Approx JPY 200bn logistics investment, expanding fulfillment centers

Total floor space about 

300,000 sqm across 4 

fulfillment centers

Adding 2 new fulfillment 

centers in 2020

Chiba: 
Nagareyama

Osaka: 
Hirakata

Chiba: 

Narashino

NEW

Kanagawa:

Chuo Rinkan

NEW



Rakuten Express Expansion
Building an in-house delivery network and providing highly convenient services

Delivery in 34 prefectures in Japan

Providing redelivery at night and unattended 

delivery



Jan 2018: 4%

Jan 2019: 17.2%

Dec 2019: 47.7%

Jan 2020

61.1%

Rakuten Express Population Coverage



Aug 2018 Dec 2019

Merchants Using Rakuten Super Logistics

Merchants preparing to use

Merchants using now

Merchants using the Super Logistics service since August 2018: Up approx 6x

Jan 2019



Aug 2018 Dec 2019

Rakuten Super Logistics Shipments
Volumes handled at Rakuten Super Logistics since August 2018: Up approx 1.6x

Jan 2019



Rakuten Express Volume Shipments

Aug 2018 Dec 2019

Shipping Volumes since August 2018: Up approx 5x

Jan 2019



Continuing to Offer Attractive Rates
Storage, shipping, and delivery are possible at a nationwide rate

Post box size 60-100cm 120cm 140-160cm

Product size

180 yen 380 yen 500 yen 850 yen

7.5 yen / month / unit (Per product volume of 1,000 cubic cm)

Very small Small Medium Large

50 yen / unit 80 yen / unit 100 yen / unit 200 yen / unit

＋

＋

Inventory storage

fee

Shipping cost

(including 

packaging cost)

Delivery cost

(including material 

cost)

* Price excluding consumption tax



Start of Pick-up and Carry-in Services
Providing a product delivery service by shipping from the store’s warehouse

Users

Brought in by vehicles 

arranged by the merchant

Delivery depot

Merchants

warehouses

Carry-in

Pick up with vehicles 

arranged by Rakuten

Pick-up



Pick-up and Carry-in Service Delivery Fee Table
Flat rates nationwide (including Hokkaido, Okinawa, remote islands, and mountains)

Same price for shipping to E-Commerce malls other than Rakuten

Carry 

in

Pick
-up

120cmPost box size 60-100cm 140cm 160cm

180 yen / 

unit
430 yen / 

unit

550 yen / 

unit
900 yen / 

unit

1,000 yen / 

unit

180 yen / 

unit
530 yen / 

unit

650 yen / 

unit

1,000 yen / 

unit
1,100 yen / 

unit

* Merchants need to prepare packaging materials, printers, and other equipment

* Collection areas subject to discussion

* Prices exclude consumption tax



Rakuten Special Rate Program Revision
Japan Post services Yu-Pack and Yu-Packet now available at special rates

Offering 

special prices

Rakuten 

collectively 

negotiates and 

makes contracts



Fare Revisions to a More Attractive Fee Structure
Supporting reduction in logistics cost in store operations

* Rate varies depending on plan used, address of merchant’s shipping base, size ratio, number of shipments etc

Yu-Pack
60-170cm

Yu-Packet
Thickness within 1-3cm

136-220 yen

Average  10% price 

reduction
Maintaining special fees

515 yen
* Excluding consumption tax* Excluding consumption tax

* Carry-in: Over 5,000 yen / year
* 60cm: First zone



Further Possibilities for Logistics Functions
Services merchants are required to give to customers

Refrigerated and frozen

Storage and delivery

Making pick up 

more convenient



Sustainable growth of merchants 

through full logistics support



Working together 

with merchants



Many opinions were received from merchants

after visiting 47 prefectures



From Spring 2020

1) Rakuten Pay Compensation Service Expansion
In addition to credit card chargeback compensation,

compensation for post-shipment settlement problems caused by users

Compensation up to 100,000 yen 

per month

Example of compensation case

Price adjusted 

after product is 

shipped

Credit card

Payment 

authorization

denied

Authorization 

denied for 

payment 

after delivery

* Certain conditions apply



From Dec 2019

2) Cracking Down More on Suspicious Users
Monitor users payment methods and prevent purchases from risky users

(Examples: Frequent cancellations, defaults on payments after delivery etc)

Based on past payment methods,

Issue a warning, stop purchases, stop IDs etc

Suspicious user Merchant



3) Measures for Top Merchants
Create maximum opportunities to work positively on merchant management

・Diversification of 

evaluation criteria

・Awards / benefits added

・Enhanced user exposure

Examples of measures

From 1H of 2020



Rakuten Town Meetings to Continue

Establish a place to exchange opinions with merchants to realize a better Rakuten Ichiba

Plan to visit all 47 prefectures again 

between 2020 to 2021



RON Meeting Room Review
Further strengthening of communication with merchants

From 1H of 2020

Current Future

For other merchants, 

difficult to post

Strengthen and improve 

communication

Reading and posting 

focusing on some stores

Review functions to create a 

place where anyone can 

speak up



Towards Sustainable Growth


