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The Group has been focusing on supporting various stakeholders in the prolonged efforts to combat the COVID-19 pan-
demic. To continue providing services in an unprecedented situation as a financial group specialized in trust banking, we 
will continue to take action based on three basic stances: ensuring the health and safety of employees and their families, 
ensuring business continuity as a key piece of social infrastructure, and preventing the spread of infection in society (includ-
ing activities to create a society that is less prone to the spread of infection).

As a financial institution that plays an important role in social infrastructure, we will continue to ensure the stable con-
tinuation of business operations while maintaining the safety, security, and health of our clients and employees as our 
top priority.

Response to the Spread of COVID-19

Response Policy 1 Ensuring business continuity as a key piece of social infrastructure (response to clients)

Use of services
before COVID-19

Preferred method
going forward

Cumulative No. of designated tablets* distributed to 
branches for consulting activities

オンライン相談※1を利用したいとの回答

出所：三井住友信託銀行実施のお客さまアンケート結果（実施期間：8/11～26）
※1 Zoomなどビデオ会議システムを使ったコンサルティング

Telephone/
online
57%

Branch visit/
home visit

43%Branch visit/
home visit

68%

Telephone/
online
32%

資産形成層
（54歳以下）

退職前後層
（55歳以上
64歳以下）

シニア層
（65歳以上）

41%

33%

20%

0% 10% 20% 30% 40%

*Tablets with a video conferencing system

(No. of cases) Approx. 2,700 tablets 
planned for future distribution

200

150

100

50

0

Approx. 800 tablets

Jan. 2020 Mar. May Jul. Sep.

Approx. 300 tablets

In response to client comments such as, “I need to go to 
the bank, but I want to avoid going out or coming into 
contact with people because I am worried about getting 
infected,” or “I am worried about the impact on my assets 
if the market declines due to changes in the economic 
environment,” the Group’s branch offices are taking mea-
sures to prevent the spread of infection, such as holding 

seminars online and installing acrylic panels to prevent 
droplet infection. In addition, we are working to improve 
client convenience by shifting various procedures and 
consultations to be handled through our website, online, 
and by telephone, as well as by developing new products 
designed to address COVID-19.

Banking business
•  Provided flexible financing options for individuals and 

corporations
•  Established a ¥100 billion support fund to combat 

COVID-19 (until the end of September 2020)
•  Set up a consultation desk for interest-free and unse-

cured loans
•  Expanded coverage of home loan with special guar-

antee against eight major diseases; newly added loan 
repayment guarantee in case of unemployment (see 
page 143)

Trust-related business
(Pension) Continued administrative, management, and 

reporting tasks to ensure reliable delivery of pension 
and lump-sum payments

(Stock Transfer Agency Services) Provided support for 
preparation and operation of General Meeting of 
Shareholders

(Asset Management) Continued operations to maintain 
the flow of capital markets

(Asset Administration) Continued to settle securities and 
funds for smooth capital market operations

(Real Estate) Continued accounting and settlement 
reporting services for real estate securitization trusts 
and J-REITs

Strengthen contactless online client support
•  Online consulting for retail services •  Opened trust type next generation branch

In November, SuMi TRUST Bank opened the first trust 
type next generation branch, which offers online consul-
tation services, in the Chukyo area and is making efforts 
to further expand services for clients in the COVID-19 era.
Overview of Online Consultation:
•  Online consultation is a service where visual information 

as well as audio information is shared simultaneously 
with clients to provide consulting services unique to 
SuMi TRUST Bank regardless of location, number of par-
ticipants, or distance.

•  The service enables clients who are unable to visit the 
branch to consult online from their homes, while review-
ing the brochure and seeing the staff, making it easier 
than ever to consult comfortably and safely.

•  Furthermore, we can receive consultations from multiple 
locations at the same time, which enables family mem-
bers who live far away to also join the session online.

Client’s home

Family members
living far away

Sales branch rep / specialist

Respond to needs such as request to have family members 
living far away attend consultation sessions on inheritance 
related matters
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Response Policy 2 Ensuring the health and safety of employees and their families

Each Group company is focusing on initiatives to avoid the 
“three Cs” (crowded, close contact, confined) in the work-
place and to promote diverse work styles among employees.

We are making efforts to promote telework through-
out the entire Group. For example, SuMi TRUST Bank has 
established a system that enables employees of its head-
quarters to telecommute, utilizing its branches to open a 

total of 26 satellite offices (as of November 2020) in the 
Tokyo, Chukyo, and Kansai areas so employees can tem-
porarily work at offices near their homes, as well as dis-
tributing devices for teleworking. In addition, Sumitomo 
Mitsui Trust Asset Management and Sumitomo Mitsui 
Trust Research Institute are distributing devices for tele-
working to all their employees.

Work from home Flextime Satellite offices

• Start of satellite operations on Sep. 15th 
in 3 locations

• As of November 2020, a total of 26 
satellite offices were opened in the 
Tokyo, Chukyo, and Kansai areas• Proactively engage in work style diversity

Geographical distribution of satellite 
offices

% of Flextime (Jul.-Sep.)% of Working from home

Regular
hours

60%

Permanently maintain

about 1/3 of work force
(mainly HQ) working

from home
1/3

Flextime

40%

Apr. to May Jun. to Sep.

Physically reporting 
to work

44%
29%

Relinquish unused

office floor space
Work from home

Employee feedback on this initiative
•  The Company responded quickly and I believe we were able to get ahead despite 

the difficult situation. Many of my co-workers have expressed their appreciation for 
the Company, and I feel that this has brought a sense of unity to the workplace.

•  I want to contribute to the  Company’s growth and business development through 
carrying out my duties. I was reminded once again that our Company is the one that 
can be trusted in case of emergency.

•  Leveraging the Group’s strengths in agility and flexible responses as an indepen-
dent company will help differentiate us from our competitors in times like these.

Response Policy 3  Preventing the spread of infection in society (including activities to create a society  
that is less prone to the spread of infection)

SuMi TRUST Bank, with the understanding and coopera-
tion of its clients as well as society, has implemented the 
following activities and received high marks for them.
•  To support various activities, including medical treatment 

and prevention of COVID-19, the Company donated 
¥100 million to the Japanese Red Cross Society. As a 
result, the Company was awarded the Gold Medal for 
Merit, which is given to those who make large donations 
to the Japanese Red Cross Society.

•  The Company donated 100,000 medical masks to sev-
eral medical institutions.

•  To support 14 universities and research institutions work-

ing on the development of vaccines and treatments 
for COVID-19, the Group established an “Account for 
Donations” to accept donations mainly from individual 
clients, with the Group itself donating ¥10 million to 
each university (this account was closed on August 31, 
2020, and a total of ¥260 million was donated).

•  As part of the Yen Bank Deposit from Home: Special 
Interest Rate Campaign under the Direct and Internet 
Banking business, the Company announced that it would 
donate ¥25 per deposit to organizations that develop 
and research vaccines and treatments to combat COVID-
19 (this campaign ended on August 31, 2020).

In the situation where donation-related malicious scams were rampant, we received many comments from our clients saying they 
felt comfortable donating because the donation activities were carried out by the SuMi TRUST Group and that they were happy 
to be able to contribute to society in this way. This gave us an opportunity to reaffirm the strength of everyone’s determination 
to help society.

While carrying out each activity, we also focused on raising client awareness by holding press conferences with the universities 
we supported and lobby exhibitions at branches located near the universities. As a result, some clients made donations after 
visiting the lobby exhibitions, and others commented that they were happy to help because their favorite regions and universities 
were the recipients of the donations.

Efficient communication
under new work styles

Deployment of
chat tools

Prompt consultation /
information sharing

Implementation of
a mentor system

Meticulous management




