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1. Providing Value to Clients
The SuMi TRUST Group aims to accurately understand the 
needs of individual and corporate clients, and to provide total 
solutions that offer a wide range of highly specialized prod-
ucts and services as the best way to address those needs. 
In an era of dramatic environmental change, the needs of 
both individual and corporate clients to build, manage, and 
review their assets and plan for succession are becoming 
increasingly complex, and their needs for trustworthy finan-
cial institutions are growing. The SuMi TRUST Group, as the 
only independent financial group specializing in trust bank-
ing in Japan, will leverage its comprehensive capabilities that 
combine trust and banking functions, as well as the various 
trust functions within the Group, under a stringent conflict 
of interest management framework, with the aim of being 
the “Best Partner” for providing the greatest value to clients. 

In addition to the thorough implementation of compliance, 
including protection of client information, the Group vigor-
ously and comprehensively pursues best practices, based on 
customer satisfaction (CS) and fiduciary duties (FD).

Customer satisfaction (CS)

Fiduciary duties 
(FD)

Best practices

Client protection 
management  
(compliance)

Minimum 
standards

Customer 
satisfaction

Client-oriented

Initiatives Aimed at Becoming Our Customer’s Best Partners

2. Product Development Capabilities Supporting Total Solutions
In order to leverage the flexibility and expertise of its vari-
ous financial and trust functions as a trust bank and put 
together the extensive lineup of unique and sophisticated 
products and services that are essential to providing total 
solutions, the SuMi TRUST Group focuses on promot-
ing group-wide initiatives that combine the expertise of 
each business and Group company, not merely using their 
strengths and know-how. In this way, the SuMi TRUST Group 
is creating a product development system that carries out 
medium-term, ongoing research activities on themes that 
would be difficult to categorize within the domains of indi-
vidual businesses or Group companies. 

 Specifically, SuMi TRUST Bank has established product 
development departments in each business, the Business 
Research and Development Department, and a product 
development offsite meeting as its product development 
organization. The product development departments in 
each business analyze client needs that have been collected 
in the course of business, and engage in improvement and 
development mainly of products for immediate application, 
including review of existing products and design of new prod-
ucts. In addition, the Business Research and Development 
Department, which was established as a dedicated unit pri-
marily for the development of trust products, serves as the 

In recent years, there has been an even more pressing need for finan-

cial institutions to put principled customer service at the heart of 

everything they do. As a financial institution founded on its “Trustee 

Spirit,” the Group considers improving customer satisfaction and 

discharging its fiduciary duties to be among its highest materiality 

themes. We explain our position from three perspectives: “initiatives 

aimed at serving as our clients’ best partners,” “initiatives concern-

ing fiduciary duty,” and “client protection management.”

Initiatives to Earn the 
Trust of Clients
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engine driving product development and provides devel-
opment support for each business, while carrying out plan-
ning, development and promotion of medium- to long-term 
development projects across businesses. Furthermore, the 
product development offsite meeting has been established 
as a forum for discussion among executive officers and gen-
eral managers, where regular exchanges of opinion are held 
about product development, not only at a practical work-
ing level, but also based on management strategy from a 
medium- to long-term viewpoint.
 The SuMi TRUST Group also focuses efforts on nurturing 

human resources capable of flexible thinking that sustains 
product development. At SuMi TRUST Bank, product devel-
opment experience is included in the new employee train-
ing curriculum, and human resource development seminars 
on product development are held twice yearly for product 
development personnel who have little experience. At the 
seminars, groups engage in exhaustive discussion on the 
topic of new products to satisfy given client needs that are 
assigned in advance, with the goal of enabling participants 
to acquire understanding with regard to breakthrough points 
and problem-solving methods in product development.

Start of Demonstration Testing Utilizing Blockchain Technology in the Real Estate Business Domain
With the aim of developing a real estate transaction 
environment unique to trust banking, SuMi TRUST Bank 
commenced proof of concept testing on blockchain tech-
nology. The demonstration testing seeks to create transac-
tion opportunities and further develop the property market 

by providing a service to mainly urban area office buildings 
to securely manage the wide variety of information, such as 
real estate income, tenant occupancies/withdrawals, and 
IoT data they acquire during the real estate holding period, 
in the environment where no falsification can occur.

Pursuing Reform and Innovation in Client Services Using Technology
In 2015, we launched the FinTech project teams. The activities 
of these teams have since included verification experiments 
aimed at using new technologies such as the blockchain and 
AI, as well as joint research with external partners.
 In November 2017, we created the Digital Transformation 
Department at SuMi TRUST Holdings and SuMi TRUST 
Bank. This department is accelerating digital innovation, 

and is engaged in studies, research, and verification exper-
iments regarding the use of technologies to further the 
development of a total solution model, in particular.

• Use of AI in the asset management field
We use AI to build investment strategies, including utiliz-
ing text mining to develop AI solutions that automatically 

3. Technologies Supporting Total Solutions
As digitalization progresses at a rapid pace, the SuMi 
TRUST Group regards digital reform initiatives as one of our 
most important management strategies. We continually 

strive to improve client convenience and productivity and 
to develop a total solution model that is unique to a trust 
bank, using the latest digital technologies.

Developing a Total Solution Model
Our group companies have a wide range of business 
domains, and develop highly specialized businesses tar-
geting a broad client base. Each business domain holds 
“Deep Data”: a variety of data accumulated by leverag-
ing the highly specialized know-how unique to the trust 
bank group. Deep Data accumulates data such as client 
attributes, assets, transactions, and events in each business 
domain, as well as external data such as economic condi-
tions, representing information that is both quantitatively 
and qualitatively unique to the trust bank group.
 We analyze this information and convert it into a form 
that provides high added value for our clients, and uti-
lize digital technologies such as artificial intelligence (AI), 
blockchain, IoT, and the cloud to determine the ideal tim-
ing to make proposals.
 Our goal is to use digital technologies to offer informa-
tion with high added value to our clients, and to offer total 
solutions that are unique to the trust bank group, and go 

beyond our business domains. Our digitalization strategy 
serves as foundation for building a unique model for adding 
value, as a financial group specialized in trust banking.

•  Evolution of total solutions through use of  
digital technologies

HR/Accounting

Global markets

Real estate

Stock transfer agency

Fiduciary (pensions)

Wholesale TS

Retail TS

Deep Data Total solutionsDigital technologies

Accumulate information 
based on the diverse 
business domains, broad 
business foundation, and 
high degree of specialization 
of a trust bank

Increasing the value of 
information by 
combining and linking it

•  Platform unique to a trust bank
•  Cross-business total solutions 

using information value unique 
to a trust bank

For corporations

For employees

For investors

デジタル技術

ＤＥＥＰＤＡＴＡ トータルソリューション

企業向け

従業員向け
投資家向け

情報の複合、連鎖化による
情報価値向上

• 「信託ならでは」のプラットフォーム

• 「信託らしい」情報価値を活用した
事業横断トータルソリューション

信託銀行の多様な事業領域、
広範な事業基盤、高度な専
門性に基づく情報の蓄積

デジタル技術の活用によるトータルソリューションモデルの進化
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Improving Client Convenience
Introduction and continued development of host DB linked client visit tablet
We have introduced an IT system for marketing assis-
tance. Sales representatives for individual clients carry 
tablet devices during client visits, and are able to use this 
system to complete procedures for time deposits, invest-
ment trusts, and other transactions on the spot. We plan to 
expand the range of applicability of this system to support 
more types of transactions, including insurance products 
and discretionary investment products.

 Introducing this new system has enabled us to spend 
more time on client-focused consulting, as it reduces bur-
dens on clients from filling out forms, while at the same 
time greatly reducing our administrative workload.
 In the future, we will improve client convenience and 
enhance our consulting by advancing the use of technol-
ogy and digitalization in both over-the-counter transac-
tions and internet banking using mobile devices.

Initiatives to Improve Productivity
Full-scale introduction of RPA and AI, and promotion of digitalization
• Using Robotic Process Automation (RPA)
We are aiming to save 500,000 person-hours of labor over 
the next three years by using RPA to automate operations 
that have previously been performed by humans.
 We aim to further enhance client service by replacing 
data entry and other backoffice tasks with RPA, mainly at 
the head office, improving both operational efficiency and 
quality, and allowing a shift of personnel from the head 

office to branch offices.

• Introducing AI for call-center operations
Our goal is to improve client service by making call-cen-
ter operations more efficient and sophisticated, by using 
voice-recognition technology to automatically convert cli-
ent telephone inquiries into text, and using text-mining 
technology to summarize such text.

Initiatives at SBI Sumishin Net Bank, Ltd.
Since its founding in September 2007, SBI Sumishin Net 
Bank, Ltd. has worked to achieve “the most user-friendly 
internet banking, offering attractive products and services 
24 hours a day, 365 days a year.” In the FinTech business 
domain as well, it is actively using AI, APIs, and other lead-
ing-edge technologies to develop products and services 
that help improve client convenience, led by its FinTech 
Business Planning Department and Big Data Department.

• Example uses of AI
We have introduced a hybrid chat service on a trial basis. 
This service handles client inquiries seamlessly, switch-
ing between an AI chatbot and human responses. The 
AI chatbot provides 24/365 automated responses, while 
humans provide more detailed custom responses during 
business hours.
 We have also introduced leading-edge methods that 

use AI to review mortgage loans. This improves the accu-
racy of reviews, and makes operations more efficient and 
less labor-intensive.
 In addition, we have introduced an AI-based monitoring 
system to detect fraudulent wire transfers, expanding the 
applications of AI to fields that help improve client security 
and comfort.

• Example uses of APIs
We offer a wide range of asset management services to 
clients, performing API integrations with operating compa-
nies that offer automated savings services and Robo advi-
sor (automated asset management service).
 We help streamline wire transfer procedures and the 
capture of client balances and bank statements, through 
API integration with cloud accounting software and 
other services.

calculate sentiment scores for large volumes of analyst 
reports, collect information more efficiently, and make 
investment decisions on individual stocks.

•  Using digital technologies to offer a higher level  
of consulting

We use AI specialized for text analysis to discover hidden 

client needs, and perform verification experiments to 
enable optimal consulting activities based on those needs.
 We perform a multifaceted analysis of a variety of infor-
mation that we have accumulated using predictive analysis, 
and perform verification experiments to propose products 
and services to more effectively meet client needs.
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Each branch office CS Committee and  
Business Supervision Department monitor progress

4. Shaping Corporate Culture to Become Our Clients’ “Best Partner”
SuMi TRUST Bank has established Customer Satisfaction 
(CS) Committees at its branch offices and each and every 
employee is working hard to improve customer satisfac-
tion and deliver client-oriented services by engaging in 

improvement activities based on the opinions of clients, 
improvement activities to address issues identified in client 
questionnaires, and by taking part in various training ses-
sions and discussions.

• Establishment of CS Committees
In order to drive initiatives on improving customer sat-
isfaction (CS), SuMi TRUST Bank has established CS 
Committees at each branch office to actively implement 
various CS improvement activities according to the charac-
teristics of each office.

• Use of client questionnaires
SuMi TRUST Bank conducts CS questionnaires on both cor-
porate and individual clients for each business. It utilizes 
the questionnaire results to identify issues in each business 
and subsequently implements initiatives that reflect activi-
ties for improving those issues into measures.

• Hosting of CS lectures
With the aim of learning how to provide high levels of ser-
vice and hospitality to our clients, we endeavor to enhance 
the quality of our services and hospitality by hosting lectures 
for Group employees every year. We invite guest lecturers 

from other industries to talk on topics such as the develop-
ment of organizational and human resources, and commu-
nication. In fiscal year 2018 we plan to hold lectures on the 
topics of customer satisfaction and employee satisfaction.

Examples of initiatives to enhance awareness about becoming our clients’ “best partner”

Example of CS Committee system Example of utilizing CS questionnaire at each business

Business Supervision Department conducts questionnaire survey

Business Supervision Department analyzes results

Each branch office performs factor analysis of issues  
and considers improvement measures

Each branch office formulates action plans

Results of improvement are confirmed with the next questionnaire

Business Supervision Department 
examines issues and  

items requiring improvement

Each branch office performs  
macro-analysis of  

branch environment

CS Supervisor = Branch Manager

CS Manager = person in charge of CS at each branch

CS Committee = Branch Manager, CS Manager,  
and at least one employee from each section

CS activities implemented by all branch employees

Business supervision department monitors and evaluates activities

No. Initiative Description Implemented for

1
Study sessions  
for improving  
CS awareness

Personnel from the Customer Satisfaction Promotion Department visit branch offices and departments of all businesses 
to implement training activities aimed at raising awareness of customer and employee satisfaction through participa-
tion in CS Committees and study sessions.

All branch offices 
and departments

2
Client support  
management  
training

•2H FY2017
Training sessions to teach employees about appropriate ways of dealing and transacting with disabled or elderly clients 
with reference to the Act for Eliminating Discrimination against Persons with Disabilities, which came into force in April 
2016, and the Barrier-free Handbook for Banks produced by the Japanese Bankers Association.
•1H FY2018
Employees not only learned about management systems for client support and other services, they deepened their 
understanding of CS promotion activities, beginning with the opinions of clients collected from various sources.

All employees

3

CS training  
for corporate  
management  
departments

1H FY2018
Training sessions that create opportunities for employees in corporate management departments—which seldom inter-
act directly with clients—to reexamine the Group’s client-oriented services and CS improvement measures so they can 
better execute their duties in line with our management objectives.

Employees in  
corporate  

management  
departments

4
Practical training 
on the Group’s 
fiduciary duties

This training not only confirms our current initiatives aimed at implementing client-oriented business operations, but 
also creates opportunities for employees to think about what issues should be recognized and what actions should be 
taken. The training sessions aim to spread an awareness about our fiduciary duties.

All employees

5 Business  
manner training

A handbook on business manners is distributed to all employees. These training sessions aim to improve business 
manners by having employees read through the manual together. In addition, twice a year we designate a month-long 
period during which we review our business manners. Inspections are carried out at each branch office and department 
to check employee appearances, manners, and other items.

All employees

6
Sharing of 
heartwarming 
anecdotes

Stories of heartwarming daily interaction between employees and clients are collected from employees at all Group 
companies. These anecdotes give employees the chance to rethink how they interact with clients and instills a doctrine 
of customer satisfaction across the entire Group.

All employees 
at all Group 
companies

• Improvement activities based on client opinions
•  Improvement activities to address issues identified from over-the-

counter observation surveys
•  Improvement activities to address issues identified from under-

cover telephone monitoring
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5. Initiatives to Link “Voice of Customers” to Enhanced Customer Satisfaction
1) Collecting Client Feedback
SuMi TRUST Bank receives a lot of feedback from clients 
and many requests via branch offices 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 fiscal year 
2017, we appreciated upwards of 350,000 opinions and 
requests received through these channels. 
 In addition, we survey our clients’ assessment of sat-
isfaction with SuMi TRUST Bank by conducting “Client 
Questionnaires” for about 1.5 million clients who have 
consummated contracts for time deposits, investment 
trusts, etc. with us, with the aim of further promoting client-
oriented activities and improving customer satisfaction. 

[Main Ways Hear from the Voice of Customers]
•  Record comments from customers we receive in branches and 

over the phone in a dedicated system
•  Share inquiries, requests, complaints, and opinions we receive 

from customers over the phone with relevant departments
•  Collect information from the “Voice of the Customers 

Questionnaires”
•  Collect information via our letter and home page
•  Implement a variety of questionnaires and surveys

2) Analyzing Client Feedback
In order to realize customer satisfaction by utilizing hun-
dreds of thousands cases of feedback we receive each 
year, we use the “CS Voice of Customers Portal,” a sys-
tem to analyze client feedback. We are striving to meet 
clients’ needs by making client feedback “visible” so that 
we can better “recognize” client needs.

3) Considering and Implementing Improvement Measures
Regarding opinions and requests received from clients, 
branches and the head office cooperate in investigat-
ing and analyzing the causes and identifying problems. 
Based on the results, we look for improvement measures 
and strive to provide better products and services.

SuMi TRUST Bank receives a lot of feedback from clients 
and many requests via branch offices throughout Japan 
as well as its telephone centers and the Group’s website, 
along with the “Customer Services Promotion Office” 
“Voice of Customers Questionnaires” “Sumitomo Mitsui 
Trust Direct”, and uses this feedback to realize practice cli-
ent-oriented business operations. 

Head office Branches

CS Committee

Investigating and sharing of challenges

Considering improvement measures

Implementation of improvement measures

Enhancement of customer satisfaction

Client feedback

1)
Collecting

client
feedback

3)
Considering and

implementing
improvement

measures

2)
Analyzing

client
feedback

CS
(Customer Satisfaction)

Promotion Cycle of
SuMi TRUST Bank
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6.  KPIs concerning Initiatives Aimed at Becoming our Clients’ “Best Partner”
The SuMi TRUST Group regularly makes public indicators that allow confirmation of the status of initiatives aimed at becom-
ing our clients’ “Best Partner.” These indicators are revised periodically as we promote and enhance these activities.

Initiatives for Improving Clients’ Financial and  
Economic Education and Literacy Assisting Clients with Long-term Asset Formation

Number of Seminar Sessions Held

0

2,500

2,000

1,500

1,000

500

(sessions)

2015 2016 2017 (Fiscal Year) 2013 2014 2015 2016 2017

0

10

5

(%)

(Fiscal Year)

SuMi TRUST Bank Market average

Ratio of Dividend Distribution* to Balance of Investment Trusts

Group-wide Development of Asset Management  
and Asset Administration BusinessImprovement of Value of Investee Companies

Improving Investment Returns for Clients

Due to the maintenance and improvement of the solidity and 
swiftness of our asset administration services, as well as the 
increasing sophistication of our social infrastructure, including 
administration and systems, Group assets under custody is on 
an upward trend, both domestically and overseas.

We are enhancing our engagement activities (“purposeful 
dialogue” with investee companies, conducted to encourage 
improvement of corporate value and the sustainable growth of 
the investee company), both in terms of quality and quantity.

While investment gains/losses fluctuate depending on market trends and other factors, we make every effort to improve returns and real-
ized profits/losses for our clients.

To this end, when proposing investment products to our clients, we emphasize the importance of carefully following up on their intentions 
in light of major life events and changes in the market environment. In this way, we strive to maintain an ongoing dialogue with our clients.
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We are making efforts to hold seminars, such as the “Life 
Planning Seminar on Lifestyle and Money” and the “Inheritance 
Strategies Seminar,” as opportunities to offer clients useful, 
specialized knowledge in an easy to understand manner.

We propose products with low dividend frequency for clients’ long-term 
asset formation needs. As a result, the ratio of dividend distribution to 
the balance of investment trusts is lower than the market average.
*  Dividend distribution refers to dividends distributed by publicly offered investment 

trusts for which SuMi TRUST Bank is the sales company.
  The market average is calculated based on statistics published by The Investment 

Trusts Association, Japan.




