
1   Providing Value to Clients

In a period of dramatic change, both individual and corpo-

rate clients are required to build, manage, and review their 

assets, and also plan for succession. But such activities are 

becoming increasingly complex and diverse; for this reason, 

there is a growing need for trustworthy financial institutions. 

SuMi TRUST Group aims to be the “Best Partner” for both 

individual and corporate clients. We seek to deliver out-

standing value by accurately understanding their needs, and 

optimally addressing those needs through the provision of 

total solutions that cover a wide range of highly specialized 

products and services. We are the only independent a trust 

bank group in Japan, and this allows us to make effective use 

both of comprehensive capabilities that combine our banking 

and trust functions, as well as of diverse trust functions within 

the Group. In our strives to be fully client-oriented, we have 

established a stringent conflict of interest management frame-

work. For further details about the conflict of interest manage-

ment framework, please see page 116.

The Group is constantly striving to be completely client-

oriented, to improve customer satisfaction, and to help 

solve social issues. Through these activities, we seek to earn 

the trust of our clients and of society, and to grow hand-in-

hand with them. It was for this reason that we formulated 

and announced our Voluntary Declaration of Consumer 

Orientation* in June 2019. Since then, every fiscal year, we 

have published “Results of Initiatives Based on Voluntary 

Declaration of Consumer Orientation” to document our results 

and improvements.

*  Promoted by the Consumer Affairs Agency, a Voluntary Declaration of Consumer 

Orientation is a commitment to adopt a consumer-oriented management—a form of 

corporate management that seeks to improve social value by collaborating and engag-

ing in co-creation with consumers.

2   Implementing a Client-Oriented Approach

In our strives to provide our clients with the products and 

services best suited to fulfill their genuine interests as their 

“Best Partner,” and to instill a client-oriented approach across 

all our businesses operations, in September 2016, we formu-

lated and released our policies regarding the Fiduciary Duties 

of the Sumitomo Mitsui Trust Group (“Policies”) and since 

then we have continued to further strengthen our initiatives 

by revising them whenever necessary. SuMi TRUST Group 

has established an extensive organizational structure from the 

management level to the working level, and strives constantly 

to enhance its initiatives in this area.

We periodically announce a report entitled “KPIs for 

Initiatives Aimed at Becoming Our Clients’ Best partner” due 

to clearly share the results of these initiatives to our clients. 

These KPIs include those commonly used by financial institu-

tions regarding sales of investment trusts and foreign currency-

denominated insurance.

• Oversee Conflict of Interest management for the Group
• Monitor progress of Fiduciary Duties

• Discuss important cases
• Supervise improvements in relevant departments

• Ensure execution of Fiduciary Duties (FD) and 
promote Customer Satisfaction (CS) improvements

• Enhance Conflict of Interest management

• Monitor and supervise Fiduciary Duties initiatives at Group 
companies, and ensure any directives are implemented

SuMi TRUST Bank

Group Companies*

Conflict of Interest Management
Enhancement Committee

Conflicts of Interest Committee

Executive
Committee

Department
in charge

Group-wide

Board of
Directors

Organization Initiatives

* Sumitomo Mitsui Trust Asset Management, Nikko Asset Management, Mutual Fund & Insurance Research Institute, and Sumitomo Mitsui Trust Life Partners

Compliance Dept.

Fiduciary Duties Discussion Panel

Fiduciary Duties &
Customer Satisfaction

Planning Promotion Dept.

SuMi TRUST Holdings

Promoting/Supervising Structure of the Group
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5   Initiatives to Link “Voice of Clients” to Enhance Customer Satisfaction

1) SuMi TRUST Bank receives hundreds of thousands of 
valuable opinions and requests annually from clients and 
many requests via branch offices throughout Japan and 
through diverse channels such as call centers and the Group’s 
website. 2) To analyze this client feedback, we use the “CS 
Voice of Clients Portal” system, the purpose of which is to 
better meet our clients’ needs by making client feedback 
more visible, so that we can better recognize such needs. 3) 
Furthermore, regarding opinions and requests received from 
clients, branches and the head office cooperate to investigate 
and analyze the causes and identify problems. Based on the 
results, we search for improvement measures, and strive to 
provide better products and services.

3    Status of Initiatives Aimed at Becoming Our Clients’ “Best Partner,” and  
Key Performance Indicators (KPIs)

Through the formation, asset management and asset administration, SuMi TRUST Group seeks both to provide its clients with 
satisfaction and peace of mind, and to contribute to society and the economy. In addition, we aim to achieve sustainable and stable 
growth for the Group by improving our estimation in the eyes of our clients and of society, and by becoming our clients’ “Best 
Partner.” We regularly disclose indicators regarding our initiatives to become our clients’ “Best Partner.” As we work to promote 
and enhance these activities, these indicators are revised as necessary.

4   Shaping Corporate Culture to Become Our Clients’ “Best Partner”

With the objective of entrenching a corporate culture geared towards becoming our clients’ “Best Partner,” each FD & CS 
Committee in each branch or department of SuMi TRUST Bank discusses and takes action to make improvements based on feed-
back from client questionnaires and organizes various training sessions.

Establishment of FD & CS Committees
For the purpose of enhancing FD and improving CS, we 

have established FD & CS Committees at each of our branch 
offices and departments; these FD & CS Committees under-
take various activities in line with the characteristics of each 
branch office and department.

Use of Client Questionnaires
SuMi TRUST Bank conducts questionnaire surveys for both 

corporate and individual clients at each of its businesses to 
manage and improve the quality of its services. Questionnaire 
results are analyzed to identify issues that need to be tackled 
by each business, and to implement initiatives to improve 
those issues.

FD & CS Committee in each branch/department and 
business supervising department monitor progress

* Case study of FD & CS Committee at a SuMi TRUST Bank Retail Business branch or department

Examples of FD & CS Committee Activities Example of Utilizing CS Questionnaire in Each Business

Business supervising department examines content of questionnaire

Business supervising department conducts questionnaire

Business supervising department analyzes results

Business supervising department examines issues,  
items requiring improvement, and measures for improvement

Branch offices perform factor analysis of issues and 
consider improvement measures

Results of improvement are confirmed with the next questionnaire

Business supervising department 
reports improvement measures to the 
Fiduciary Duties & Customer Satisfac-
tion Planning and Promotion Depart-

ment and management team

Branch offices  
perform macro-analysis of  

branch environment

FD & CS Supervisor (General Manager)

FD & CS Leader  
(Person in charge of FD & CS at each branch or department)

FD & CS Committee (General Managers, FD & CS Leaders,  
and at least one employee from each section)
Discusses and decides on issues to address /  

periodically manages progress of issues being addressed

All branch and department employees undertake FD & CS activities  
(address issues)

Business supervision department monitors and evaluates activities

•  Discussions relating to client-oriented business operations and 
improving CS

•  Improvement activities based on client opinions
•  Sharing of successful examples and improvement activities 

based on issues identified in cases subject to review

Client-oriented initiatives aimed at becoming our clients’ “Best Partner” [our own actions]

Client Comfort and Satisfaction, Contribution to Society and Economy [Evaluation by Clients and Society]

Sustainable and Stable Growth of the Group [Objective Parameters]

Enhancing Asset Management

  Number of Companies Where Corporate Action was Taken* and Ratio of Companies Where 
Corporate Action was Taken to Companies Participating in Engagement Activities (total)

Improving Investment Returns for Clients

Offering a Wide Range of Products and Services to Fulfill 
the Diverse Needs of Clients

  Distribution of Clients with Investment Trust Gains/losses, Including 
Realized Profit and Loss

As a responsible institutional investor, Sumitomo Mitsui Trust Asset 
Management pursues engagement and stewardship activities, includ-
ing the exercise of voting rights, aimed at medium- to long-term 
growth in corporate value. Through these activities, we are working to 
increase our clients’ medium- to long-term investment returns.
*  The number of companies that took action corresponding to opinions expressed in 

their engagement activities

When proposing investment products to our clients, SuMi TRUST 
Bank emphasizes 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 make every effort to improve returns and 
realized profits/losses for our clients.

SuMi TRUST Bank earns R&I Customer-oriented Investment Trust Sales Company Rating of  
“S+” for a second year in succession
The rating is based on R&I’s neutral third-party evaluation of banks, securities companies, and other financial enterprises 
engaged in the sale of investment trusts. The rating assesses their “customer-oriented business operations” and their 
policies and initiatives in this area. SuMi TRUST Group will continue to pursue clientoriented initiatives and promote their 
adherence as we strive to be a “Best Partner,” whom our clients entrust with their business for many years to come.

*  The “R&I Customer-oriented Investment Trust Sales Company Rating” (“the rating”) is not a statement of fact. Rather, it represents R&I’s opinions regarding the “customer-oriented 
business operation” initiatives of companies engaged in the trust investment sales business. Though R&I uses information that it deems to be reliable when carrying out the rating, it 
does not independently verify the accuracy of this information. Furthermore, R&I does not guarantee the accuracy or integrity of this information, nor does it endorse the purchase, 
sale or holding of any specific product nor guarantee the future performance of any such product. All intellectual property rights (copyrights, etc.) and any other rights pertaining to 
the rating belong to R&I, and any reproduction or republication without permission is prohibited.

SuMi TRUST Bank provides a wide range of high-quality products and 
services, including investment trusts for clients’ diverse needs, discre-
tionary investment management products, and insurance products, 
which continue to be highly popular with clients.

We strive to develop employees with high levels of expertise so that our clients can trust and consult with us with confidence.

Comprehensive Offerings Drive Growth 
in Balances of Investment Trusts, 
Discretionary Investment Management 
Products, and Insurance

(Assistance regarding Inheritance, Wills, Estate Planning)
 Number of Financial Consultants and Trust Consultants

(Asset Formation Assistance)
 Number of Holders of FP-Related Certifications

*  Shows the number of course 
employees of SuMi TRUST Bank 
who hold FP Specialist (Level 
1, Level 2), CFP, AFP, or Kinzai 
Financial Skills Examination (Level 
1, Level 2) certifications.

*  SuMi TRUST Bank has financial 
consultants and trust consultants 
who are in-house experts in 
inheritance, wills, estate planning, 
etc. at all of its branches.
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6   Conflict of Interest Management

With the approval of the Board of Directors, the Group 
announced the Management Policy Concerning Conflicts of 
Interest (Outline), in order to protect the interests of our clients 
from undue harm caused by provision of various services by 
Group companies and their related parties. The Group identifies 
and classifies transactions that have possible conflicts of interest* 
in advance and manages such transactions appropriately.

Furthermore, we have established a system in which the 
Compliance Department, which is the department that over-
sees conflict of interest management independently of sales 
divisions, regularly verifies the effectiveness of conflict of inter-
est management across the Group. The results are regularly 
reported to the Board of Directors and other relevant parties 
and we have a framework to continuously implement neces-
sary improvements and guidance.

In addition, the Group has established the Conflicts of 

Interest Committee in an effort to enhance the effectiveness 
of the Group’s conflict of interest management framework. 
The majority on the Committee consists of external members. It 
serves as an advisory body to the Board of Directors and receives 
verification of the appropriateness of the Group’s conflict of inter-
est management. The summary of agendas of the Committee 
has continuously been made available for public review.

The Conflicts of Interest Committee is verifying the effective-
ness both of the December 2021 revisions to the Management 
Policy Concerning Conflicts of Interest, implemented follow-
ing collaborations with the UBS Group’s Wealth Management 
Business, and of the establishment of the conflict of interest 
management framework following the April 2022 reorganiza-
tion of the SuMi TRUST Bank.

*  A conflict of interest refers to a situation where there are conflicting interests between 

the Group and its clients, or between clients of the Group.

 Conflict of Interest Management System*1

Chairperson: Hideki Kanda*2

Professor, Law School at Gakushuin University
Emeritus Professor, University of Tokyo

Member: Nobuaki Kato
SuMi TRUST Holdings
External Director

Member: Akiko Hosokawa
Baker & McKenzie
Partner

Member: Yasuyuki Suzuki
SuMi TRUST Holdings
Managing Executive Officer

Member: Yuki Takada
SuMi TRUST Holdings
Executive Officer

Conflicts of Interest Committee MembersSuMi TRUST Holdings

Board of Directors Conflicts of
Interest Committee

SuMi TRUST Bank Other subsidiaries, etc.

Executive Committee
Conflicts of Interest Management

Enhancement Committee

Compliance Dept.
(Conflict of interest management

control department)

FD/CS Planning and
Promotion Dept.

Inquiries

Preliminary
discussions

Answers

Client-oriented
operations
promotion

Directions, etc.Reporting, etc.

Directions, etc.Reporting, etc.

DirectionsReporting

*1 For roles and responsibilities of each management structure and main departments, please see page 113.

*2 External Director, SuMi TRUST Bank

7   Client Protection Management

(1) Basic Initiative Policy
The Group regards client protection as one of its most 

important management issues. SuMi TRUST Holdings has 
established a basic policy in its Client Protection Management 
Rule designed to enhance the Group’s client protection and 
convenience, to enable the Group companies to develop 
appropriate client protection management frameworks 
in accordance with the characteristics of their own opera-
tions. Based on the basic policy, each Group company has 

established the control departments for client protection man-
agement and supervisory departments according to functions. 
The control departments oversee client protection manage-
ment as a whole, through the preparation of internal company 
rules and regular reporting to the Board of Directors and 
others. Supervisory departments develop frameworks for each 
function, and ensure appropriateness and sufficiency of each 
function through guidance for related departments, enhanced 
training and improvement.

(2) Client Explanation Management
SuMi TRUST Group offers appropriate and sufficient expla-

nations and easy-to-understand information so that its clients 
understand and are assured about the financial products and 
services it provides. Specifically, we have created a client pro-
tection management framework, such as thoroughly enforc-
ing the suitability rule* and duty of honesty and fairness, 
creating a client explanation manual that stipulates appropri-
ate provision of information to clients and expanding and 
improving training, based on the solicitation policy regarding 
provision of financial products and services and the Policies 
regarding the Fiduciary Duties of the Sumitomo Mitsui Trust 
Group.

We monitor whether our clients have been provided with 
appropriate information and explanations to ensure their 
understanding of transactions involving financial products such 
as investment trusts and life insurance in particular. Where 
necessary, we revise our solicitation rules to ensure that solici-
tation and sales activities for financial products are conducted 
appropriately from the perspective of our clients.

*  A rule that prohibits inappropriate solicitation in view of clients’ knowledge, experi-

ence, financial position, and purpose of transactions

(3) Client Information Management
The Group has established the Sumitomo Mitsui Trust 

Group Privacy Policy to securely protect the personal infor-
mation of its clients for establishing a framework for appro-
priately managing client information. When accessing client 
information jointly within the Group, each company complies 
with laws on personal information protection, guidelines on 
personal information protection in the financial industry, and 
other related laws and regulations, so as to ensure the appro-
priate use of such information.

SuMi TRUST Group requires all employees to submit a 
written affirmation of their duty of confidentiality, so that 
they clearly recognize the duty they have to keep important 
information, including personal data they come across while 
working, confidential.

Sumitomo Mitsui Trust Holdings

Major Subsidiaries (Sumitomo Mitsui Trust Bank) Major Subsidiaries (Sumitomo Mitsui Trust Asset Management)

Board of Directors
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Board of Directors
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Compliance Department
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Ensuring
Clients Receive

Adequate
Explanations

Managing
Conflicts of

Interest

Business Process
Planning Department

Client
Information
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Outsourcing
Management
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Promotion Department

Client Support
Management

Risk Management
Department

Client
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Management
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Management
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Managing
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Client
Support
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Marketing and
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Business Risk Management
Committee
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