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Overview

QOur client is seeking a leadership role within a company focused on sustainable growth and organizational transformation in
customer service functions in Japan. This position offers the opportunity to lead cross-functional initiatives integrating Al,
digital services, and talent development to optimize organizational capabilities and drive business transformation. The role
provides career advancement prospects and a hybrid working environment in Tokyo, with requirements for business-level
Japanese and English skills and a valid Japanese work permit.

Page 1 of 3


https://www.careercross.com/company/detail-34951

Key Responsibilities:

Lead organizational transformation and capability development initiatives

Develop and execute future organization plans

Design and implement talent development and succession planning programs
Manage contact center operations including KPI and quality assurance oversight
Drive business process improvements and service model transformations
Formulate and promote Al and digital strategies to improve efficiency

Coordinate cross-functional collaboration with IT, HR, and business stakeholders
Lead vendor management and optimize vendor models

Utilize data analysis and customer insights to inform strategic decisions

Manage projects and programs with stakeholder engagement and risk assessment

Requirements:

Business-level Japanese and English communication skills

Experience in organizational transformation and capability development

Proven leadership in talent development and succession planning

Knowledge of contact center operations and vendor management

Strong skills in KPI and quality assurance management

Expertise in project and program management with stakeholder coordination

Data analysis and customer insight utilization skills

Understanding of Al applications and digital transformation concepts

Strategic thinking including business strategy and risk assessment

Experience in facilitation, presentation, and executive communication

Experience working in FMCG industry is preferred but not mandatory

Familiarity with digital tools for knowledge management and self-service platforms is preferred but not mandatory
Experience collaborating with IT, HR, and business stakeholders is preferred but not mandatory
Experience managing global projects or working with global teams is preferred but not mandatory
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