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Number of Consumer 
Affairs Consultants (Note)

Consultation 

Businesses

Consumer Affairs Agency

National Consumer Affairs 
Center of Japan

PIO-NET (Note)

*Approx. 1 million cases per year

 188
（Consumer Hotline）

Administrative action, enactment/revision 
of laws and regulations

Note: A system for gathering information on 
consumer consultation cases handled by Consumer 
Affairs Centers nationwide

Immediate reporting
(information of 

serious incident)

Input 
information

Provide information
Implement training

Mediation

Availability of consultation services (Note)

Mainly over the 
phone or in-person

Local Consumer Affairs Center, etc.
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What is consumer consultation?
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Note: A person who has passed the Test for Consumer 
Affairs Consultant Certification held by a registered 
testing organization such as the National Consumer 
Affairs Center of Japan, or a person who has an 
equivalent or higher level of expertise and skillsNote: Number of consultation offices compared to the number of municipalities 

in Japan (designated cities are not included)

Consumer
Consultation

3,324

2,672
(80.4%)

652

(19.6%)

(April 2020)

Non-certified 
Consumer Affairs Consultants

Number of Consumer Affairs Consultants

Certified 
Consumer Affairs Consultants



Qualified Consumer Organizations

C
ertification

Prime Minister

Minister of State for Consumer
Affairs and Food Safety

- Center of consumer administration -

- Integration and collection of information, surveys 
and studies

- Speedy dissemination, awareness raising

- Development of legislation, law enforcement

Consumer Affairs Agency

C
onsum

ers

B
usinesses

National Consumer Affairs Center of 
Japan

Consultation support; training; product tests; gathering, 
analyzing, and providing information; publicity; ADR, etc.

Ministries and 
agencies

Information, awareness raising

Consumer 
Commission

Proposals, 
etc.

Supervision, 
etc.

Collaboration

Staff: 370 as of March, 2021
Budget (general account): 11.99 billion yen (FY2020)

Consumer Hotline
(188)
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er Affairs C
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etc.

Recommendations, orders, etc.

Support

Advice, education

Special Qualified Consumer Organizations Compensation request

C
ooperation
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How consumer administration works



Ideas for a new consultation service: pilot project for social media-based consumer consultation

Background and purpose

Phone use is declining with the growth of
social media, especially among the younger 
generation.

The number of consumer consultation from
young people is declining.

We are concerned that consumer issues 
involving 18 and 19 year olds will increase 
with the lowering of the legal age of 
adulthood (2022).

We urgently need to promote initiatives for 
preventing consumer issues among the younger 
generation and providing help.

*Based on consumer consultation information registered on PIO-NET and the population statistics
by the Ministry of Internal Affairs and Communications

Number of consumer consultation cases by age (per 10,000 people)
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We launched a pilot project for social media-based consumer consultation to identify and 
examine the challenges, issues, etc. associated with the adoption of a social media-based 
consultation service.

*Based on the “FY2018 Survey Report on the Usage Time of Information Communication Media and Information Behavior”
by the Institute for Information and Communications Policy, Ministry of Internal Affairs and Communications

Use of communication tools
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*Consultants at work*The LINE screen for consultation requests

Consultation 

Response

We established a pilot consumer consultation service based on the free communication 
app "LINE." The service provides advice and support to users with consumer issues 
across the board.

User Consultant
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Ideas for a new consultation service: pilot project for social media-based consumer consultation
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