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In recent years, there has been a pressing need for financial 
institutions to put principled customer service at the heart of 
everything they do. The Group considers serving clients with 
sincerity as a fi nancial institution founded on its fi duciary spirit 
as one of the highest priorities on its materiality map. We 
explain our initiatives below from four perspectives: initiatives 
concerning fiduciary duty, client protection management, 
efforts to enhance customer satisfaction, and delivery of reliable 
fi nancial products and services.

Initiatives to Earn the 
Trust of Clients

The SuMi TRUST Group has established, as its corporate 
ideal (Vision), that “based on the ‘Fiduciary Spirit’ and with 
signifi cant expertise and comprehensive capabilities, the 
Group will create distinct values by leveraging a new busi-
ness model, combining its banking, asset management and 
administration, and real estate businesses.” This is based 
on the management principle that it will “adhere to the 
principles of sound management based on a high degree 
of self-discipline with the background of ‘Fiduciary Spirit’ 
and establish strong credibility from society” (Mission). To 
this end, its executives and employees share in the Codes 

of Conduct (Values), which include the imperative to be 
‘Completely Client-oriented,’ and the Group has striven 
to put its fi duciary duties into practice. Amid even greater 
pressure for customer-oriented initiatives in the past few 
years at fi nancial institutions, the Group has added more 
specifi cs to its Codes of Conduct (Values) and announced 
in September 2016 a set of policies regarding fi duciary 
duties it established to provide products and services that 
serve the best interests of its clients. For specifi cs, please 
go to our website. 

http://smth.jp/en/about_us/philosophy/fiduciaryduty/index.html

1. Implementation of a client-oriented approach to consulting 
and the provision of information
•  In order to provide products and services that serve the best interests 

of our clients, we will strive, through high-quality consulting, to gain a 
shared understanding of the asset and liability situation of our clients, 
which will change with their lifecycle, and their corresponding needs.

•  To assist in our clients’ investment decisions, we will strive to provide easy-
to-understand explanations about product characteristics, risks, and fees, 
and to take proper action that fi ts with our clients’ understanding.

2. Development and provision of products and services that 
meet the diverse needs of our clients
•  In order to meet the diverse needs of our clients, we will make available 

a broad-range of high-quality products and services that accord with the 
needs of our clients based on the various voices and opinions of our cli-
ents and through activities such as cooperation and joint-development 
of products and services with a broad-range of asset management com-
panies and insurance companies.

3.Enhancement of our client-oriented focus and expertise
•  Through training and discussion at each Group company, we aim for 

thorough penetration of decisions and practices that are based on 
Group policies on fi duciary duty.

•  Through measures such as training of executives and employees and sup-
port for the acquisition of specialist qualifi cations, we will increase knowl-
edge and specialist skills about market conditions, products and services.

4. Provision of fi nancial services that leverage the diverse func-
tions of the trust bank group
•  As a trust bank group, while remaining thoroughly attentive to confl ict of 

interest management, we will fully mobilize our diverse and fl exible func-
tions, such as the banking business, asset management and administra-
tion business, real estate business, and quickly and accurately provide 
optimal and comprehensive solutions for our clients, whether they are 
individuals or corporations.

5. Client comfort and satisfaction, and contribution to the 
economy and society
•  As well as providing products and services that bring comfort and satis-

faction to our clients, we will contribute to the economy and society by 
utilizing our investment functions, and through the generation of new 
products and services that respond to structural changes to the econ-
omy and society.

•  To enable clients to independently and rationally select fi nancial prod-
ucts, and engage in sound asset building, we will pursue activities in 
connection with improvement of fi nancial education and literacy.

Group Policies regarding Fiduciary Duties: Principles for Action

Initiatives regarding Fiduciary Duty
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1. Basic Policy
We believe that to put into practice our fi duciary duties, it 
is of prime importance that our consulting services are a 
source of signifi cant expertise that our clients can rely on and 
present them with optimal choices in accordance with their 
respective needs. We also believe staying thoroughly atten-
tive to managing confl icts of interest is of utmost importance. 
As an independent trust bank group that has a wide range of 
functions such as product development, asset management, 

sales, asset administration, asset preservation that must 
meet our clients’ needs in step with structural changes to 
the Japanese economy and society, SuMi TRUST Bank and 
other Group members will continue to provide products and 
services that accord with our clients’ best interests and, in 
order to give thorough effect to our fi duciary duties across 
the entirety of the Group’s businesses, we will proceed with 
initiatives based on Principles for Action (see page 62).

The Group has put into place a structure to promote the 
thorough adoption of approaches for putting fi duciary 
duties into practice at Sumitomo Mitsui Trust Holdings 
(SuMi TRUST Holdings) and Group subsidiaries because 
it considers compliance with these policies at the parent 
and across the Group to be a management matter of the 
highest importance. This structure centers on the Fiduciary 
Duties Planning and Promotion Department, which was 
established in October 2016.

Fiduciary Duties Planning and 
Promotion Department
To promote thorough adoption of practices ensuring fi du-
ciary duties take root at the parent and Group subsidiaries, 
the Fiduciary Duties Planning and Promotion Department 
will help gather information and promote practices through 
the drafting of plans relating to improving management of 
confl icts of interest, along with the provision of training, 
advice, and guidance to subsidiaries.
 Based on Group policies at subsidiaries and other Group 

companies, we regularly assess the status of specifi c initia-
tives and assemble an overall summary that is reported to 
the Board of Directors.

Subsidiaries
Subsidiaries falling within the scope of application for poli-
cies regarding fi duciary duties are studying and imple-
menting initiatives according to their respective areas of 
business operation.
 Of our subsidiaries, Sumitomo Mitsui Trust Bank (SuMi 
TRUST Bank), Nikko Asset Management, Sumitomo Mitsui 
Trust Asset Management, and Japan Trustee Services Bank 
have asset management, product development, sales, and 
asset administration operations and so will bear most of 
the responsibility for specifi c initiatives relating to fi duciary 
duties (hereafter called action plans and action guidelines). 
Along with their responsibilities to devise and disclose spe-
cifi c initiatives, they will periodically report their progress 
on such initiatives to their respective Board of Directors 
and their actions plans will be revised when necessary.

Functions Our Group Offers

Sales
Asset Management and 
Product Development Asset Administration Other Trust Business

Sumitomo Mitsui Trust Bank

Nikko Asset Management
Japan Trustee 
Services Bank

Sumitomo Mitsui Trust 
Asset Management

Sumitomo Mitsui Trust 
Research Institute

Sumitomo Mitsui Trust 
Investment

Sumitomo Mitsui Trust 
Real Estate 

Investment Management

Sumitomo Mitsui Trust 
Wealth Partners

Sumitomo Mitsui Trust 
Realty

Devising 
action plans 
and action 
guidelines

Subsidiaries Implementing Initiatives based on Fiduciary Duty Policies

Sumitomo Mitsui Trust Bank (Japanese only)   http://www.smtb.jp/corporate/pdf/fi duciaryduty.pdf

Sumitomo Mitsui Trust Asset Management (Japanese only)   http://www.smtam.jp/shared/pdf/news/PR2016_010.pdf

Nikko Asset Management   http://en.nikkoam.com/fi les/pdf/legal/code-of-conduct-regarding-fi duciary-esg-principles.pdf

Japan Trustee Services Bank (Japanese only)   http://www.japantrustee.co.jp/corporate/pdf/FD20161226.pdf

2. Group Structure to Promote Fiduciary Duty Policies
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What is Fiduciary Duty?
The origins of the concept of fi duciary duty go back to medieval England when it was born from the resolution of disputes that 
arose when property was handed over to another party for discretionary management. Another way to express this notion is 
the responsibilities of a trust’s trustee. In general, fi duciary duty is the obligation the trustee owes to the trust’s trustor or ben-
efi ciaries. The concept is an extension on the obligations attached to professions requiring substantial expertise and discre-
tion in the performance of work on behalf of others such as lawyers, doctors, and professionals in the asset management fi eld. 

It draws on codes of conduct or the character of principles rather than the precise stipula-
tion of detailed rules.
 Fiduciary duties are thus a way of thinking about the core properties of trusts. Since our 
founding in 1924 as a specialized trust bank, the SuMi TRUST Group has applied the principles 
of truthfulness and loyalty, dedication, trust and creativity to how we think about our business.
 At this present juncture, diverse stakeholders call for proactive initiatives in the fi nancial 
sector in particular that put the interests of clients before everything else in ways that are 
suited to the context of each fi nancial institution across all their businesses.
 As an independent trust bank group with a wide range of functions—such as product 
development, asset management, sales, asset administration, and asset preservation—that 
are responsive to evolving client needs attendant with structural changes to Japan’s econ-
omy and society, the Group seeks to be thoroughgoing in putting into practice our fi duciary 
duties in ways that put the interests of our clients fi rst across all our businesses based on rel-
evant policies and action plans. We will also proceed with initiatives for providing products 
and services that are ever more “client oriented.”

the aforementioned four Group companies, please see 
their websites.

Representative initiatives from the action plan for SuMi 
TRUST Bank, a core subsidiary, are shown in the table below. 
For specifi cs on the action plans and action guidelines of 

Function Principles Action Plan

Sales Putting a client-oriented approach to 
consulting into practice

We newly established items to evaluate the status of practices applied in consulting on 
accumulative-type investment plans and follow-up initiatives on evaluating sales results for 
sales sections and departments.

Provision of information that is easy to 
understand

To enhance client understanding of investment advisory fees etc. they shoulder for products 
(wrap accounts) with discretionary investment management, we have newly prepared materials 
concerning the content of services we provide and strive to offer thorough, extensive explana-
tions (second half of fi scal year 2016).

Provision of a broad-range of prod-
ucts and services that meet the diverse 
needs of our clients

For investment trusts, we have prepared standards for product selection and are studying the use 
of external perspectives to maintain our high-quality lineup that facilitate client asset formation 
(second half of fi scal year 2016).
For investment trusts, our sales results evaluation system encourages proposals that facilitate 
asset formation for clients rather than advancing a product line.
For investment trusts, our results evaluation system assesses the status of practices applied in 
consulting on restricted distribution-type products, cumulative-type products (reinvests coupon 
or dividends), and accumulative-type investment plans.

Asset 
Management 
and Product 
Development

Enhancement of asset management We are proceeding with operational improvements such as improving transparency of our deci-
sion processes for exercising proxy votes by newly establishing an external advisory committee 
on stewardship activities, and properly discharging our stewardship responsibilities such as 
engagement and exercise of proxy votes concerning client assets held in trust, including pas-
sive management (second half of fi scal year 2016).

Building and strengthening governance 
structures that ensure independence

We newly established an external advisory committee to bolster our systems for managing con-
fl icts of interest concerning stewardship activities such as engagement and the exercise of proxy 
voting rights, and are building a transparent operating system drawing on outside experts (sec-
ond half of fi scal year 2016).
We disclose our standards of judgment such as numerical criteria on the exercise of proxy votes, 
and are building a transparent operating system where we disclose a detailed breakdown of our 
proxy voting record (second half of fi scal year 2016).

Asset 
Administration

Enhancing information provision and ser-
vices that contribute to client investment 
activities and middle/back offi ce operations

We are working to improve and expand our middle/back offi ce operations for asset managers 
such as accounts processing and administration of various legal reports, as well as our service 
provision menu and the outsourced work we accept such as reporting.

Other Trust 
Operation

Initiatives for a client-oriented approach 
in real estate operations

We provide easy-to-understand explanations about transaction terms and property attributes that 
refl ect client characteristics and report on the status of operational progress in a timely manner. 
Together with the aforementioned, another section seeks to improve and expand its monitoring 
of the conditions of those in explanatory and reporting functions (second half of fi scal year 2016).

Fiduciary Duties Planning and 
Promotion Department
General Manager
Executive Offi cer

Kazuhisa Koashi
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Client Protection Management

Basic Policy
Amid the growing number of fi nancial products with ever 
more complex mechanisms and unique characteristics, 
there is a pressing need for fi nancial institutions to prop-
erly and fully explain to clients product mechanisms and 
risks and to gain their understanding. It is also increasingly 
important that fi nancial institutions appropriately respond 
to complaints and requests from clients and properly man-
age client information.
 Given these conditions, the Group regards client pro-
tection as one of its most important management issues. 
To respond to the expectations and trust clients place in 
the Group, SuMi TRUST Holdings has established a basic 

policy in its Client Protection Management Rules to enable 
each Group company to enhance client protection and 
convenience. Checking and promotion systems have also 
been developed, so the Group complies with these and 
carries out business activities in a fair and just manner. By 
developing these systems, the Group is promoting vari-
ous initiatives to address issues and problem areas, and 
enabling appropriate action based on self-discipline.
 Group companies develop appropriate client protec-
tion management systems in accordance with the charac-
teristics of their own operations, based on the basic policy 
established by SuMi TRUST Holdings.

Sumitomo Mitsui Trust Holdings

Board of Directors

Executive Committee

Compliance Department

Sumitomo Mitsui 
Trust Bank

Board of Directors

Executive Committee

Compliance Committee

Compliance Department

Compliance Department

Ensuring Customers
Receive Adequate

Explanations

Managing
Conflicts

of Interest

Client
Information

Management

Outsourcing
Management

Client Support
Management

IT & Business Process Planning Department Customer Satisfaction Promotion Department

Other subsidiaries

Fiduciary Duty Discussion Panel
Along with SuMi TRUST Holdings, SuMi TRUST Bank, 
Nikko Asset Management, Sumitomo Mitsui Trust Asset 
Management, and Japan Trustee Services Bank have newly 
established the Fiduciary Duty Discussion Panel to pro-
mote more advanced initiatives at subsidiaries with asset 
management, product development, sales, and asset 
administration operations and thus will be most responsi-
ble for putting fi duciary duties into practice.
 Chaired by the General Manager of the Fiduciary Duties 
Planning and Promotion Department, the Council is to be 
composed of directors and executive offi cers tasked with 
promoting fi duciary duties at each of the aforementioned 
subsidiaries as well as senior members of the Fiduciary 

Duties Planning and Promotion Department. Each sub-
sidiary reports on the matters listed below, shares their 
successful examples with other Council members, and dis-
cusses how to ensure practices that refl ect fi duciary duties 
take root at each Group company.
•  Status of compliance with policies regarding fi duciary duties
•  Status of compliance in the case of successful examples
•  Initiatives relating to improvement in expertise
•  Measures to promote advanced stewardship activities; 

successful examples
•  Measures to promote advanced risk management; suc-

cessful examples
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 At Group companies, there are departments respon-
sible for client protection management. Under this rubric, 
separate departments tasked with managing confl icts 
of interest, client information management, outsourc-
ing management, and client support management have 
also been established. These departments work to ensure 
the appropriateness and suffi ciency of client protection, 

revise and update important rules as needed, and pro-
vide regular status reports to the Board of Directors, etc. 
Through their preparation of internal company rules, 
guidance to related departments, and training expansion 
and improvement, these departments oversee client pro-
tection management as a whole as well manage as the 
supervisory departments.

In providing fi nancial products and services to clients, the 
Group takes into account their knowledge, experience, 
asset situation, and purpose of transactions, and provides 
appropriate and adequate explanations to obtain their 
understanding and consent.
 At SuMi TRUST Bank, the Compliance Department over-
sees this fi eld as the department responsible for ensuring 
customers receive the information they need based on rel-
evant rules and regulations. Under the ambit of the com-
pliance department, our policy for solicitation and sales of 
fi nancial products and services, for instance, is available for 
clients to see at our branches and on our website. We also 

Managing Confl icts of Interest*
The Group complies with laws and regulations, etc. so as to 
avoid unjustly undermining customers’ interests as a result of 
various services provided by group companies and relevant 
persons and has published the outline of the policy for man-
aging confl icts of interest, which describes “transactions that 
may constitute confl icts of interest,” “methods of managing 
confl icts of interest” and “systems for managing confl icts of 
interest.” In addition, based on this policy, the Group appro-
priately manages transactions that may constitute confl icts of 
interest and properly executes business operations.
 In order to properly manage confl icts of interest based 
on rules for such situations, the Compliance Department at 

ensure such actions are appropriately taken from the cli-
ents’ standpoint by ensuring compliance with the suitabil-
ity rule* and establishing company regulations through the 
compilation of a client manual regarding the provision of 
adequate explanations, etc., as well as through the thor-
ough training we give to our employees.
 In particular, for transactions of products with no guar-
antee of principal, we conduct monitoring to ascertain 
whether adequate explanations have been provided to 
elderly clients, and we review solicitation rules as required.
* The suitability rule prohibits financial institutions from soliciting clients in ways that are 
inadequate in light of the client’s knowledge, experience, and asset status and the pur-
pose for entering into the financial transaction contract.

SuMi TRUST Bank has been established as a department 
responsible for managing confl icts of interest independent 
of the sales department. For the whole Group, a system 
to properly carry out the management of confl icts of inter-
est has been put into place. The Compliance Department 
examines and evaluates the effectiveness of the Group’s 
management of confl icts of interest on a regular basis in 
order to make continual improvements. We also provide 
regular training and education and keep executives and 
employees informed on such matters.
* “Conflicts of interest” refers to cases in which the interests of the Group and those of 
clients or interests among clients contradict each other.

1. Explain the basic policy
Sumitomo Mitsui Trust Bank, Limited (SuMi TRUST Bank) practices its Codes 
of Conduct (“Value”) that calls for “completely client-oriented” service and 
“strict compliance with applicable laws and regulations,” and recommends 
fi nancial products and services based on this solicitation policy so that cli-
ents can decide for themselves what is most appropriate for them.

2. Recommend fi nancial instruments suited to clients
SuMi TRUST Bank recommends fi nancial products and services suited to 
clients according to their “knowledge,” “experiences,” “asset situation” 
and “the purpose of their transactions.”

3.  Explain the contents of fi nancial products and services in an 
easy-to-understand manner
SuMi TRUST Bank explains not only the contents and merits of fi nancial 
products and services we provide but also risks and fees in an appropri-
ate, easy-to-understand manner so that they can be fully understood.

4.  Offer appropriate explanations and conduct appropriate 
solicitations
SuMi TRUST Bank does not make explanations or conduct solicitation 
activity that may mislead clients, such as communicating false informa-
tion or providing defi nitive explanations concerning uncertain matters.

5. Strive to conduct solicitation activity convenient for clients
SuMi TRUST Bank strives to conduct solicitation activity via telephone or 
visit at a time, place and means convenient for clients.

6. Strive to improve in-house systems
SuMi TRUST Bank strives to improve in-house systems so that we can pro-
vide fi nancial products and services suited to clients. SuMi TRUST Bank 
also strives to acquire accurate knowledge and master ways of providing 
easy-to-understand explanations.

7. Created a consultation contact point for clients

Solicitation Policy (Sumitomo Mitsui Trust Bank)

Ensuring Customers Receive Adequate Explanations
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Client Information Management
The Group has established the Declaration for the 
Protection of Personal Information as a policy to securely 
protect the personal information of its clients. Furthermore, 
the Group manages client information appropriately, and 
when using client information jointly in the Group, each 
company complies with laws on personal information pro-
tection, guidelines on personal information protection in 
the fi nancial industry, and other related laws and regula-
tions so as to ensure appropriate use of such information.
 At SuMi TRUST Bank, IT & business process planning 
departments oversee client information management as 
units tasked with this responsibility based on information 

security risk management rules with the aim of properly main-
taining and managing the Group’s information assets. These 
departments regularly evaluate the status and effectiveness 
of client information management execution and provide 
regular status reports to the Board of Directors, etc. At sales 
and head offi ce departments, in addition to assigning gen-
eral managers the responsibility of managing and adminis-
tering information, general managers require all employees 
they supervise to submit written affi rmation of their duty of 
confi dentiality so all concerned clearly recognize they have a 
duty to keep important information, including personal data 
they come across while working, confi dential.

Outsourcing Management
When outsourcing its operations, the Group takes measures 
to ensure that the outsourced operation is consigned to a 
contractor capable of: (1) establishing regulations for the 
appropriate management of risks from unexpected losses 
incurred by the Group or its clients, (2) recognizing problems 
related to the quality of service and the reliability of service 
continuity, and (3) implementing the operation accurately, 
fairly, and effi ciently. We also verify whether or not out-
sourced contractors are antisocial in nature before entering 
into new contracts, and we repeat this verifi cation on a regu-
lar basis. The purpose is to prevent transactions with antiso-
cial forces and to eliminate interference from them.
 At SuMi TRUST Bank, IT & business process planning 
departments are responsible for outsourcing management, 

and based on rules for outsourcing management, they 
select contractors suitable to the Group for outsourcing 
consignments and monitor them. These departments pro-
vide regular status reports to the Board of Directors, etc. 
about the status of outsourcing management.
 Moreover, each business designates a department to 
oversee operations outsourced to contractors and eval-
uates whether they are performing their assignments 
properly in accordance with relevant rules and their con-
signment contracts through confi rmations of the status of 
consigned operations both on an ongoing periodic basis 
and in response to emerging situations. These depart-
ments also monitor contractors when necessary.

Sumitomo Mitsui Trust Group Privacy Policy

We at the SuMi TRUST Group, in the utmost effort to protect the personal information of our clients and 
shareholders, have established the following policies, and we declare to abide by this policy.

1. Compliance with all Applicable Laws and Regulations, etc.
The companies in the Group shall comply with the laws pertaining to the 
protection of personal information, laws concerning the use of numbers 
to identify a specifi c individual for public administration procedures (e.g., 
the “My Numbers Act), and guidelines set forth by government agencies 
including other standards.

2. Appropriate Acquisition
The companies in the Group shall obtain personal information from cli-
ents, specifi c personal information, etc. only to the extent necessary for 
our operations and only through proper and legal means.

3. Purpose of Use
The companies in the Group shall notify or announce how the personal infor-
mation shall be used, and shall only use it within the confi nes of the prescribed 
purpose except as otherwise provided by laws and regulations, and shall not 
use it for any other purpose. With regards to specifi c personal information, 
use shall be limited to the scope stipulated in relevant laws and regulations.

4. Consignment
If the companies in the Group consign the handling of the personal informa-
tion as well as specifi c personal information, then the consignee shall be 
properly supervised to promote safe management of personal information.

5. Offering to Third Parties
The companies in the Group shall not provide to any third party personal 
information held for clients without obtaining prior consent from the client 
except in cases specifi ed by laws and regulations. However, if the compa-
nies in the Group provide a client’s personal information consequent to 

the succession of business in a merger or otherwise or if it is shared with 
a specifi ed party set forth separately, then the personal information held 
for the client may be provided to the third party without obtaining the 
client’s consent.
 With regards to specifi c personal information, we shall not provide this to 
third parties irrespective of whether the person concerned has or has not con-
sented, apart from cases where it is stipulated by laws concerning the use of 
numbers to identify a specifi c individual for public administration procedures.

6. Responding to Inquiries from Clients, etc.
The companies in the Group shall establish the procedures for correcting 
and disclosing personal information, and any inquiries concerning ques-
tions, suggestions or inquiries and corrections of content, etc. related to 
personal information and specifi c personal information shall be handled 
quickly and accurately.

7. Safety Measures
The companies in the Group, in their approach to managing personal infor-
mation and specifi c personal information, take appropriate safety measures 
in terms of their organizations, personnel affairs, and systems to manage 
personal information so as to prevent leaks etc. and have put into place a 
framework of responsibility necessary to protect personal information.

8. Continuous Improvement
The companies in the Group continually review and strive to improve the 
compliance program for protecting personal information. All executives 
and employees are trained to understand the importance of protecting 
personal information and to appropriately handle personal information 
and specifi c personal information.
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Client Support Management
At SuMi TRUST Bank, the Customer Satisfaction (CS) 
Promotion Department is responsible for client support 
management. Based on rules for supporting clients, the 
department quickly responds to inquiries and complaints 
from clients in a sincere manner, aiming to resolve them 
with the understanding and consent of clients to the 
greatest degree possible while also working to assess and 
analyze the causes of such inquiries and complaints and 

making efforts to improve operations. In fi scal year 2015, 
there were 10,305 complaints.
 With regards to complaints etc., there is a reporting 
system for complaints etc. that collects and manages this 
information, and management receive periodic reports 
about the content of complaints. By utilizing our “Voice 
of Customers Portal” (see page 69), we strive to improve 
operations to enhance client convenience.

Initiatives to Prevent Remittance Scams
With the aim of reminding employees about the key points 
that are crucial to preventing remittance scams, SuMi TRUST 
Bank holds lectures for employees on the prevention of 
remittance scams at all of our branches nationwide. The lec-
tures are held with the assistance of the police and partici-
pants learn about the status of remittance scams locally, the 
methods used by criminals to target their victims, and the key 
points crucial to preventing this form of crime. Employees 
also role-play various remittance scams scenarios.
 Moreover, employees at our branches routinely speak to 
clients who are making bank transfers, and carry out thor-
ough checks of such transactions. As a result, we were able 

to prevent 16 cases of remittance scams in fi scal year 2015. 
Of those, six of our branches have received commendations 
from local police forces for their contributions in this area.
 SuMi TRUST Bank will continue to be proactive in speak-
ing to our clients in our endeavors to prevent crime.

List of commended branches
Nihonbashi Business Depart-

ment, Tokyo-Chuo Branch
Hachioji Branch, Hachioji-

Ekimae Branch

Koshigaya Branch Ikeda Branch

Nakano Branch Shin-Yurigaoka Branch

Efforts to Enhance Customer Satisfaction

1. Basic Policy
The Group is utilizing its signifi cant expertise and compre-
hensive capabilities to quickly provide clients with compre-
hensive solutions. It is also making every effort to adopt 
a “customer-fi rst approach” and to offer clients peace of 

mind and ensure their satisfaction with supreme loyalty 
and sincerity, placing prime importance on credibility and 
sound management.

SuMi TRUST Bank receives a lot of feedback from custom-
ers and many requests at branch offi ces throughout Japan 
through diverse channels such as telephone centers and 
the Group’s website as well as the “Voice of Customers 
Questionnaires” available at every branch. In fi scal year 
2015, we appreciated the upwards of 270,000 opinions and 
requests we received through these channels (see page 69 
regarding our system for applying customer feedback).

 In addition to our ongoing initiatives, we mailed 
“Customer Questionnaires” in April 2016 to the about 1.6 
million clients who have consummated contracts for time 
deposits, investment trusts, etc. with us with the aim of fur-
ther improving customer satisfaction.
 In this way, we aim to use the opinions and requests we 
received from our clients to provide even better products 
and services.

2. Initiatives to Use “Voice of Customers” to Improve Our Services

•  Regardless of the size of their account, we enclosed “Customer Questionnaires” in the ac-
count balance report we sent to clients who have consummated contracts for time deposits 
and other fi nancial products with us. Clients return the questionnaires by mail, so we are able 
to collect feedback from them directly. 

•  There are detailed question items regarding the manners, appropriate use of language, and 
the sales proposals of our employees so our employees can better grasp in detail how clients 
evaluate their approach to client service.

Using “Customer 
Questionnaires” to 
Collect Feedback from 
Customers
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SuMi TRUST Bank receives a lot of feedback from 
customers and many requests at branch offices 
throughout Japan as well as its telephone centers 
and website, along with the “Voice of Customers 
Questionnaires” available at every branch. We use this 
feedback to provide better products and services.

Our System for 
Applying Customer 
Feedback

CS
 (Customer Satisfaction) 
Promotion Cycle of 
SuMi TRUST Bank

Studying and 
implementing 
improvement 
measures

Analyzing 
customer 
feedback

Collecting 
customer 
feedback

13

2

• Branches (over-the-counter, telephone)
 Customer feedback is recorded in a dedicated system so 

that it can be used to make improvements. In addition, 
there is a system that enables company-wide sharing of 
feedback in cooperation with the head offi ce.

• Sumitomo Mitsui Trust Direct
 Procedures are implemented via telephone and inquiries, 

and consultations and opinions are also received and are 
used to make improvements. Such feedback is also com-
municated to and shared by relevant departments.

• Various Questionnaire Surveys
 Various questionnaire surveys are conducted to solicit opin-

ions regarding SuMi TRUST Bank’s products and services.

• Customer Service Offi ce
 Customers’ opinions and requests are received via tele-

phone, postal mail and Internet.

• Voice of Customers Questionnaires
 Customers may send back the “Voice of Customers 

Questionnaires,” available at branches across Japan, via 
mail or the “Voice of Customers Posts” installed within the 
branches to convey their opinions and requests. We also 
receive opinions and requests from customers during visits 
to them.

Five ways of collecting customer feedback

SuMi TRUST Bank highly values not only feedback collected 
through the “Voice of Customers Questionnaires” and mail 
questionnaire surveys but also customer feedback included 
in inquiries, consultations and requests we handle routinely. 
Such feedback is used for improving its operations.

1 Collecting customer feedback

2 Analyzing customer feedback

In order to realize customer satisfaction by utilizing the more 
than 100,000 cases of feedback we receive each year, we use 
the “CS Voice of Customers Portal,” a system to analyze cus-
tomer feedback. We are striving to meet customers’ needs 
by making customer feedback “visible” so that we can better 
“recognize” customer needs.

CS Voice of Customers Portal: 
a System for Analyzing Customer Feedback

3 Studying and implementing improvement measures

Regarding opinions and requests received from customers, 
branches and the head offi ce cooperate in investigating and 
analyzing the causes and identifying problems. Based on the 
results, we look for improvement measures and strive to pro-
vide better products and services.

Customer feedback

Head office Branches

CS Committee

Investigation and sharing of challenges

Search for improvement measures

Implementation of improvement measures

Enhancement of customer satisfaction
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3. Examples of Improvement Based on Feedback from Individual Customers
We will pay attention to each instance of customer feed-
back and use it to realize customer satisfaction. Customers’ 
smiles and words of appreciation give us a sense of fulfi ll-
ment and happiness. We will continue to strive to better 

serve customers as a bank.
* To learn more about “example cases of improvement based on feedback from individ-
ual customers,” please go to SuMi TRUST Bank’s website.

http://www.smtb.jp/corporate/cs/improvement/personal.html

The branch keeps a portable “Kids’ House” on 
hand so customers who bring their children can 
fill out paperwork without worrying they will 
disturb others. The “Kids’ House” can be placed 
near the seat where the customer is sitting.

The branch has designated a priority space for 
storing baby carriages and wheel chairs in the 
lobby area. Our aim is to create a branch every-
one can feel comfortable visiting.

Matsuyama Branch Kawanishi Branch

I wasn’t able to concentrate when fi lling out paper-
work and taking other necessary steps because of 
children running around the branch.

I feel awkward when I come to the branch because 
there is no place to put a baby carriage.

Examples of improvement based on feedback from corporate clients

We provide holders for canes and umbrellas at 
two ATM stalls, writing stands, and customer 
meeting counters inside branches. Please feel 
free to use them.

Amid declining yields on yen-denominated 
products, we started offering structured de-
posits referencing forex rates for clients with 
forex-related product initiatives.
* Both the principal and coupon payments of these prod-
ucts are yen denominated. A pre-determined coupon 
rate is paid only at the date of first contract consumma-
tion; from the second payment onward, the coupon rate is 
determined on the decision date according to each spe-
cial agreement. In phases of yen weakening, the coupon 
rate paid tends to increase, and in phases of yen strength-
ening, the coupon rate paid tends to decrease.

Nara-Saidaiji Branch

I would like the branch to install a cane holder at 
customer meeting counters.

Businesses offering asset 
management products

We started offering Web services for defi ned 
contribution pensions based on requests we 
received in surveys conducted at explanation 
meetings on pension administration at cus-
tomer offi ces.

Defi ned contribution pension business 

SuMi TRUST Bank is implementing a variety of initiatives in order to ensure that 
its branches are accessible to all.
 For example, we are installing ATMs for the visually impaired, as well as tex-
tured paving blocks, to allow them to carry out their transactions smoothly. We 
have also defi ned internal procedures for writing and reading proxies for depos-
its, withdrawals, and the like. 
 To make our branch facilities easier to use for those with hearing diffi cul-
ties, we have posted “Ear Mark” signs and “Assistance Dog” stickers, and 
equipped counters at each branch with writing boards, hearing aids, and com-
munication boards.

Normalization Initiatives

Voice of 
customer

Voice of 
customer

Voice of 
customer

Improvement

Improvement Improvement

Improvement

Improvement

Product 
improvement 

case

Service 
improvement 

case
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4. Efforts to Enhance Customer Satisfaction Mindfulness
To promote customer satisfaction (CS) improvement activi-
ties, “CS Committees” are established in all branches, and 
they actively conduct various CS improvement activities 
that match the characteristics of each branch. In addition, 
solid education and training are provided to employees to 
encourage each and every one to practice a customer-fi rst 
approach to service on a daily basis.

Refl ecting on Business Manners 
Two Months a Year
We offer programs two months a year—February and 
August—for employees at all branch offi ces and head 
offi ce departments to think about and refl ect on busi-
ness manners in the context of performing their work. 
Employees refl ect broadly on manners, including per-
sonal appearance and grooming, how they carry and con-
duct themselves in an offi ce context, and their greetings 
and salutations. Discussions where employees share their 
thoughts are then held at each branch offi ce and head 
offi ce department, and the results of the discussions are 
written up in a report.

Customer Service Role Playing
Role playing is implemented, with employees acting as 
customers, and employees evaluate each other’s perfor-
mance. In addition, the role playing is recorded on video 
so that employees can check their own performance and 
improve their customer service skills.

Service “Helper”
The service “helper” certifi cation is a way to demonstrate 
that one is committed to client hospitality and has learned 
helping skills to support the elderly and disabled in many 
everyday life situations. About 1,000 companies nation-
wide have adopted this certifi cation system in their busi-
nesses. Among fi nancial institutions, SuMi TRUST Bank was 
one of the fi rst to incorporate it. Along with initiatives to 
make barrier-free design a standard feature at our branch 
offi ces, we encouraged employees to seek certifi cation so 
they can feel confi dent in providing client service. As of 
October 31, 2016, 169 employees at 99 branch offi ces have 
obtained the service “helper” certifi cation. 

Various Tools for Improving CS Mindfulness

e-learning 
(see page 72)

Business manners 
& handbook

The handbook, given to all employees, starts with instructions on how to answer phone calls and the fi ner points 
of proper greetings and has entries on proper carriage and conduct at ceremonial occasions and how to write con-
gratulatory and condolence gift notes. Each employee reads the handbook carefully and uses it as a guide to man-
ners. Moreover, at branch offi ces, employees seek to remind themselves of the importance of manners and self-
improvement by reading the handbook aloud together.

Sumitomo Mitsui 
Trust Bank’s 
compliance 
manual 
(see page 87)

The compliance manual, given to all employees, provides a code of conduct as a way to earn the trust of clients 
and society with entries on what offering an adequate explanation entails, how to properly handle personal infor-
mation, and ways to respond to anti-social forces. Each employee reads the manual carefully and uses it as a com-
pliance reference, while also gaining an understanding of the latest laws and internal company rules. 

Course name Content Eligibility
Month 
offered

1H FY2015 
Training on client support management

Study preparations for client support management All employees May

August 2015
Offi ce task retraining

Reconfi rming offi ce work capabilities of all employees All employees

August 
August 2015
Refl ecting on business manners

Review everyday offi ce tasks, self-checks on business manners All employees

Customer First: Search until Reaching 
Source Waters

Form a shared recognition that deepens employee under-
standing about our spirit of CS improvement and a genuine 
customer-fi rst approach based on common principles and a 
motto that go back to our founding

All employees October

February 2016
Offi ce task retraining

Reconfi rming offi ce work capabilities of all employees All employees

February

February 2016
Refl ecting on business manners

Review everyday offi ce tasks, self-checks on business manners All employees

CS-related Basics: How to Answer 
Phone Calls

Confi rms basics when answering phone calls from custom-
ers at a branch offi ce, offers guidance on operations where 
many phone calls must be answered and provides tips on 
collaborating with branch offi ce sections

All employees 
assigned to 
retail branch 

offi ces
2H FY2015 
Training on client support manage-
ment

Study preparations for client support management All employees March
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