
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 2016, 
we appreciated upwards of 310,000 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 1.6 million clients who have con-
summated contracts for time deposits, investment trusts, etc. 
with us, with the aim of further promoting client-oriented 
activities and improving customer satisfaction. 

We also respond swiftly and sincerely to suggestions and 
complaints from clients, 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 suggestions and complaints and making efforts to 
improve operations. 

In fiscal year 2016, there were 11,273 complaints.
With regards to complaints, etc., there is a reporting system 

that collects and manages this information, and management 
receive periodic reports about the content of complaints.

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 system to ana-
lyze 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 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.

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 “Voice of Customers Questionnaires” available at 
every branch, and uses this feedback to realize practice client-
oriented business operations. 
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2. To Create a Client-Oriented Corporate Culture

(1) To Establish a Culture that Emphasizes Fiduciary Duties
SuMi TRUST Bank is conducting “The Trust Bank discussion” 

at every branch and department. This initiative aims mainly at 
fostering a corporate culture, improving operations at branches 
and departments, and expanding insights through discussions 
about daily problems and other issues among employees at 
branches and departments, regardless of their positions.

We set “Practicing Fiduciary Duties” as the theme of the 
discussion for fiscal year 2017, and made participation manda-
tory for all employees. 

We have also made it mandatory for employees to take 
e-learning courses to deepen their understanding of fiduciary 
duties while studying specific cases. The aim of the training 
is to acquire practical knowledge, including learning in detail 
about conflict of interest management. We plan to hold a 
series of study groups, etc. in each business adapted to practi-
cal business matters in each area. 

 
(2) Efforts to Enhance Customer Satisfaction Mindfulness

SuMi TRUST Bank provides solid education and training 
to employees to encourage each and every one to practice a 
client-first approach to service on a daily basis.

• Establishment of CS Committees
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.

• Holding Lectures on Customer Satisfaction 
We are striving to further enhance our service and business 

manners through initiatives such as holding lectures where 
employees can study high levels of service and business man-
ners for clients regardless of industry. Professionals from other 
businesses such as travel agencies and airlines are invited as 
lecturers on topics that employees feel to be challenges with 
regard to enhancing customer satisfaction. 

• Service Helper
We have assigned employees who have the “service helper” 

certification to all branches (as of April 2016) so that clients can 
use our services with peace of mind. The “service helper” certi-
fication demonstrates that one is committed to client hospital-
ity and has learned the correct helping skills to allow the elderly 
and disabled to participate in society with confidence.

• Client Service Role Playing
Role playing is implemented, with employees acting as cli-

ents, and employees evaluate each other’s performance. In 
addition, the role playing is recorded on video so that employ-
ees can check their own performance. Through such efforts, 
employees improve their client service skills, business manners, 
and conversation skills.

• Taking Various Training Courses
We seek to improve our services so that all clients can com-

fortably use them. To that end, we encourage employees at 
branches nationwide to take courses such as a program that 
provides the simulated experience of physical constraints faced 
by elderly people, and courses for serving clients who are in 
wheelchairs or use sign language. 

• Training for New Employees
New employees learn general business manners such as how 

to greet others and how to hand out business cards, as well as 
necessary business knowledge and basic behavior. This training 
aims to make employees think about service from the client’s 
point of view and give them a sense of awareness so that they 
can provide service that will satisfy clients. 

  
•  Participating in Workshops on Becoming a Supporter for 

People with Dementia
In light of the current situation in which the number of clients 

who suffer from dementia is increasing as the population ages, 
we are encouraging employees at branches nationwide to par-
ticipate in the Workshop on Becoming a Supporter for People 
with Dementia. The role of “Dementia Supporters” is to pro-
vide assistance enabling those with dementia and their families 
to continue living comfortably in the region they call home.
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