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Employment of People with Disabilities at
NTT WEST LUCENT:

Management to Achieve a High Retention Rate of Persons

with Mental Disabilities

SHINOBU Chikako
YASUHARA Yoshiko

This paper examines the notably high employment rate (over 70%) and retention rate
(over 90%) of employees with mental disabilities at NTT WEST LUCENT (hereafter, Lucent),
a special subsidiary of the NTT WEST Group. The study investigates and analyzes the
organizational and managerial practices that support this achievement. The purpose of
this study is to examine factors contributing to Lucent’s significantly higher retention rate
compared to the national average, while also considering recent employment trends and
issues of persons with mental disabilities. This case study is based on interviews conducted
with managers from NIPPON TELEGRAPH AND TELEPHONE WEST CORPORATION and Lucent in
the summer of 2022, as well as an extensive review of pertinent literature.

According to previous studies and surveys conducted by the Ministry of Health, Labour
and Welfare, employment issues faced by people with mental disabilities include difficulties
with self- awareness and job matching prior to employment, as well as post-employment
issues such as interpersonal relationships after employment, working conditions, job
description, work performance, mental health support, and lack of know-how within
companies.

How did Lucent manage these issues? We examined the company’s operational design,
hiring practices, workplace conditions, and various retention-oriented initiatives. Key
contributing factors to Lucent’s high employee retention rate include the modularization of
operations, rich mental health supports and career development courses, and operational
KAIZEN performed by the employees.

In conclusion, we consider that tasks suited to their individual aptitudes, rewarding work
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environments, and continuous supports are important for the retention of employees with

mental disabilities in the workplace.

Keywords: persons with mental disabilities, retention rate,

the modularization of operations, management, NTT WEST LUCENT






